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presentation; (2) writing, to produce a term paper or
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-

activities.

Speaking, writing, listening and reading are used
daily in the performance .of virtually all jobs for
which vocational training is available.
Therefore, it is appr,wriate that information about
these occupational communications skills should be
provided to persons charged with teaching them.

OBJECTIVES: 1. To determine basic communications skills ,

that are common to jobs in seven Occupational
fields.

2. -To identify the basic communications skills
needed for (a) employee entry level competency,
and (b) supervisor level competency.

3. To disseminate the project results.

METHODOLOGY: Employees and supervisors from thirty occupational
clusters answered written questionnaires abwit the com-
munications skills involved in sending communications
and receiving communications. Skills were divided into:
(1) ways of communicating, (2) kinds of information,
(3) effectiveness of communications.

()



Job categories were selected on the basis of existing
programs, projected programs, and an Employment Security
list of projected needs.

CONCLUSIONS AND RECOMMENDATIONS: In general, this analysis reports
that questionnaire respondents relied heavily on oral
communications for both sending and receiving communi-
cations on a job. Talking and listening to one person
face-to-face was reported as the most frequent way of
communicating.

r

Communication curricula, based on'a.task analysis of
the job, should be developed in all vocational fields.
This curricula should emphasize ,th., development of
one-to-one, face-to-face talking and listening skills
and informal writing skills.
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CHAPTER I

INTRODUCTION

Vocational education programs are frequently criticized for pro-
viding communications skills training that does not relate to the
technical skills of the job. The potential auto mechanic, carpenter,
and clerk-typist have quite often found themselves studying and
being held responsible for the same kinds of communications as all
other vocational students. Some vocational students find themselves

. studying and being held responsible for the same kinds of.communi-
cations as the potential doctor and lawyer. As a result, questions
have been asked about the kinds of communications skills needed by
persons who are engaged in the various occupations. It seems appro-
priate to answer these questions.

Tools necessary to do a job should--must--,- designed for
particular job. Communications skills are t.ol: It is-v 1 that
the objectives of a communications unit, coLv:- an program be
directed precisely to the occupational need of the trainee.

An examination of textbooks and commercially produced supple-
mentary classroom materials revealed that most communications
subject matter contained in these materials tends to be (1) speak-
ing, to make a formal presentation; (2) writing, to produce a term
paper or technical report; and (3) reading and listening, to stimu-
,late or support these activities. A review of educa'., ,.11 research
publications in the area of communications skills int . ed that
little has been done to identify speaking, writing, reaaing and
listening skills that are used on jobs.

Speaking, writing, listening and reading are used daily in the
performance of virtually all jobs for which vocational training is
,available. These skills are used during the informal interactions
of employees'and supervisors and include: giving and receiving
directions, instructions and orders; describing and defining mate-
rials, processes and requirements; asking for information and
services; and explaining technical processes in non-technical terms.

Communication has become an integral part of job skills. It
seems appropriate that infOrmation about these occupational communi-
cations skills should be provided to persons charged with teaching
them.

The initial activity of the Occupational Communications Skills
Analysis Project was an ERIC search.which was co,Iducted by the
Washington State'Research doordinating Unit in response to a request
from the investigators. Descriptors requested were (a) communica-
tion skills, _.(b) verbal ab trty,-(c.,-)---ora1-express

communication, (e) verbal, communication (0 vocational education,
(g) occupations, (h) skilled occupations, and (i) technical occupa-
tions. The search revealed seventy (70) references to some aspect

1
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of communications in occupational or voc,itional education settings.
In addition, !-;ome thirty (30) technica3 manuals, texts, curriculum
guides and studies on communications li',2re examined.

From the ERIC search, it was dis.6g vered that of the seventy (70)
reference items, twenty-nine (29), or just over 41% were directed
toward the occupational communications skills development of the
physically or mentally handicapped and/or the educationally deprived.
The other items dealt with communication 'skills needed by teachers,
while others were not even that closely allied to this study.

Several of'the references, however, seemed to lend themselves to
use by the classroom teacher or curriculum developer and others can
be adapted fo,.' use when teaching communications skills to vocational
students. Some of those that can be adapted for use are:

ED096476 CE002088
CORRELATED CURRICULUM PROGRAM: AN EXPERIMENTAL PROGRAM, ENGLISH
LEVEL 1. PROJECT NO. 10006.
Nadell, Sara Anne; and others. New York City Board of Education,
Brooklyn, New York. Bureau of Curriculum Development.

ED092785 CE001532
,GENERIC SKILLS IN THE REASONING AND.INTERPERSONAL DOMAINS
Smith, Arthur De W; and others. Training Research and Development
,Station, Prince Albert (Saskatchewan).

ED099053 C5200954
BUILDING INDUSTRIAL COMMUNICATIONS: LISTENiNG, SPEAKING, WRITING,
READING. GRADE XII. Natchitoches Parish School Board, La.

ED088051 C5200952
INDUSTRIAL COMMUNICATION READING, SPEAKING, LISTENING, WRITING,
GRADE XII. NatchitocheA Parish School Board, La.

ED084615 C5500510
CAREER COMMUNICATION AND THE COMMUNITY COLLEGE
Muchmore, John

ED067691 CS200167
DISTRIBUTIVE EDUCATION 1-8726 (COMMUNICATION SKILLS RELATING TO
MARKETING AND DISTRIBUTION), Dept. 48: 8726.3
Dade County Public Schools, Miami, Florida

E0065665 VT015581
INSTRUCTIONAL MATERIALS VOCATIONAL RELATED DIGLISh
*Oklahoma State Department of Vocational and Technical Education,
Stillwater, Oklahoma

1 7



ED003093 08

PROGRAM FOR TECHNICAL COMMUNICATIONS TRAINING INSTITUTE FOR TECHNICAL
EDUCATION TEACHERS, SUMMARY REPORT.
Weisman, Herman M. Colorado State.Univ. Fort Collins

ED001428
ENGLISH FOR VOCATIONAL SCHOOLS
Johnston, Frank P.; and others, New York State Department of
Education, Albany, New York

EJ055784 VT503536

COORDINATED OCCUPATIONAL COMMUNICATIONS: AN EXPERIMENT IN KANSAS
VOCATIONAL SCHOOLS
Jones, Dolores; American Vocational Journal; 47;4; 46-68 Apr. 72

EJ034286 VT502227
TODAY'S COMMUNICATIONS IN CLERICAL PRACTICE
.Green, Hencln H., BuSiness Education Forum; 25;5; 14-16 Feb. 71

ED029951 VT007225
OCCUPATIONAL COMMUNICATION COMPETENCIESf A LIST OF AUDIO-VISUAL
AIDS FOR HELPING_PUPILS ACQUIRE OCCUPATIONALLY USEFUL ORAL
COMMUNICATION CAPABILITIES

An examination of the.other sources provided five volumes that
are closely allied to this study,.plus one--the Saskatchewan
projectthat provides strong reinforcement for the results of the
invOtigation undertaken by this project. The six publications
that provide subject matter and material that are closely related
to the kine., of information obtained from this survey:

DEVELOPMENT.OF AN INSTRUMENT FOR PRESCRIBING COMPENSATORY EDUCATION
LFOR VOCATIONA-TRAINEES June 105, Research CoOrdinating Unit,

The Commission for Vocational Education, Building 17, Airdustrial
Park, Olympia WA 98504

_

THE PROFESSIONAL'S GUIDE FOR INSTRUCTION: INDUSTRIAL COMMUNICATIONS
Kent Public Schools, Kent School District #415, Kent WA. 98031

A METHODOLOGY,TO ASSESS THE CONTENT AND STRUCTURE OF AFFECTIVE AND
DESCRIPTIVE MEANINGS ASSOCIATED WITH THE WORK ENVIRONMENT DeCember ,

1974, The Center for Vocational Education, The Ohio State University,
1960 Kenny Road, Col.umbus OH 43210 .

A VOCONAL APPROACH. TO WRITTEN COMMUNICATIONS July 1974-March 1975
Nehr::1,i3 State Department of Education, Divisiop of Vocational
Education, and Nebraska'Research Coordinating Unit, BoX 33,
Henzlik Hall, University of Nebraska, Lincoln NE

COMMUNICATIONS REQUIREMENTS FOR TECHNICAL OCCUPATIONS 1970, The
Commission for Vocational Education (formerly Coordinating Council
for Occupational Edutation), Building 17, Airdust,rial Park, Olympia
WA 98504

3
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GENERIC SKILLS 1973 Training Research and Development Station,
Dept. of Manpower and IMmigration, Prince Albert, Saskatchewan

COALS AND OBjECTIVES

The purpose Jf the project was to gather informetion necessary for
building: (1) curriculum materials related to communications skills
used every day on the job, and (2) a vocabulary supportive of the
technical vocabulary learned in technical skills programs.

The objectives of this project re:

1. To determine 15-25 basic communications skills
involving speaking, writing, reading and listen-
ing that ar common to jobs in seven occupational
fields.

2. To identify the basic communications skills in-
volving speaking, writing, reading and listening
that are needed zor (a) employee entry level
competency, and (o) supervisor level competency.

3. To determine a basic vocabulary of 50-100 de-
scriptive and discriminative words/phrases that
allow effective application of the technical
vocabulary used in seven occupational fields.

4. To disseminate the project results to educational
,agencies in the ten northwestern states of Alaska,
Colorado, Idaho, Montana, North Dakota, OKegon,
South Dakota, Utah, Wyoming and Washington, served
by the Northwestern Vocational Curriculum Management
Center; and to t=he other five Curriculum Management
Centers in the National Network of Curriculum Co-
ordination for Vocational-Technical Education

Educators who might benefit from these findings are:

(a) vocational instructors who are responsible for teaching
related communications skills;

(b) .vocational instructors who see a need to supplement gen-
eral communications courses with training in specific
communications skills;

(c) communications specialists charged with teaching job-
related communications skills;

(d) curriculum specialists charged with developing job-
related curricula in communications.

It is hoped that this information can-be used to make communica-
tions-skills training more supportive oftechnical skill training

-ancl-more,---relevant- to-pote-ntial=lob - _

1 9



METHOD

Employees and supervisors from thirty (30) occupational clusters
were asked to participate in an occupational communications skills
survey. Survey respondents were:

(1) entry level employees, who qcre selected b'y
instructors Of cooperating educational agencies,
working in their vocational skill area who had
graduated from a Vocational education program
at least one year' prior to this survey;

(2) supervisors who are the entry level employees'
immediate supervisors;

(3) members of advisory committees (employees and
supervisors) who were advisors for corresponding
vocational education programs.

Geneally, the project.was limited to an individual inquiry pf the
kinds of communicatiOns skills that persons employ in their occupa-
tional areas. No attempt was made to elicit responses from an equal
number of persons-in each occupation nor was there concern about
equality of numbers between employees and supervisors. The techniques
and instruments used to collect the materials were designed to accu-
mulate learned opinion rather than to '..'evelop "pure" research. The
intent is to Use data'bbtained from persons most closely associated
with and knowledgeable about what is, in fact, required on the job.
By such procedures it should become felsible to make curriculum
content decisions which are data-based and data-substantiated,
instead of relying solely upon a panel of advisors or the experience
Of individual instructors.

Written survey questionnaires (Appendices A, II, D) collected
information about the communications skills involved in sending.
communications (speaking and writing) and receiving communications
(listening and reading.) The communications skills were divided
into, three groups: (1), ways of communicating, (2) kinds of informs-
lion, and (3) effectiveness of communications.

An entry level employee and the employee's immediate supervisor
from each Of the 30 occupational clustersi-answered;a detailed ques-
tionnaire (Appendices A, B). Members of the advisory committees
Used condensed forms of the questionnaire (Appendices C, D). .Employ-
ees responded to questions about communications with other employees,
customers and their supervisors; supervisors responded oto questions
about communications with other supervisors, employees, customers
and.top management.

'Occupation and job category' selections were chosen_ on the basis
of jobs for which entry, level training is normally completed with
high school and/or not more than two years of post-high training;
of existing training programs, projected training programs, and a
1,1.1;ih4ng t-etn -.St a t-e-----Emp-loymenettr-Ety- =14st -of=prcrj-ett-ednaripowe r

needs. State vocational administrators, specialists in the selected
occupations, were consulted in order to determine the local eduCation
agencies with'active, dynamic advisory committees. Local vocational
program directOrs in.these educational agencies were asked to co-
operate in the project activities.

.5

2 0



AEter the occupations and the job'categories were selected, the
occupational commvnications skills model was developed. Lists of
communications skills were obtained by reviewing job descriptions,
task analyses and published mai:erials about the selected job catego-
ries and'occupations: These lists were expanded and/or refined into
a task inventory. This task inventory was used as the basis for a
communication skills model. The occupational communications skills
questionnaire was developed 'Zrom the,communications skills model.

The occupational communications skills analysis and questionnaire
were explained orally, face-to-face to the entry level employee and
the employee's supervi,3or. TheSe respondents were instructed to
complete the questionnaire in the order in which it was presented.
They were asked to evaluate, according to their frequency of use,
the listed- communications skills, then rank them according to the
first most frequently used, the second most frequently used, and the
third most frequently used. The respondents began answering the
questionnaire with the help of a project supervisor. They were then
instructed to work alone on the remainder of the questionnaire and
to mail the completed questionnaires to the project supervisor.

Advisory committee meetings were convened by local vocational
personnel. A.project supervisor attended the meetings to explain
the occupations communications skill analysis and the questionnaire.
During the meeting, each advisory committee member answered a con-
densed occupational c..mmunications skills questionnaire; aL the end
of the, meeting, the project supervisor collected the completed ques-
tionnaires.

After the completion of the survey, computer services were em-
ployed to sort, summarize, tabulate, and rank the data collected
from the occupational comunications skills questionnaire. The data
from the questionnaires were ranked cording to the frequency of the
participants' reSponses. The computerized communications skills
rankings were further summarized by project supervisors so that the
occupational communications skill analysis information could be
graphically displayed for thLs report.

21
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CHAPTER II

-a. AGRICULTURAL OCCUPATIONS

Agricultural employee and supervisor responses to the Occupational-
Communications Skills Questionnaires are summarized in Figures 1-12.

Indlvidual employee responses.are summarized in Figures 1-6;
Individlml supervisor responses are summarized in Figures 7-12.

Advisory Group employee and supervisor responses to the Condensed
Occupational Communications Skills Questionnaires are summarized
in Tables 1-12.

Advisory Group employee responses are summarized in Tables 1-6;
Advisory Group supervicor responses are summarized in Tables 7-12.

Individual Employees Responding to the
Occupational Communications Skills Questionnaire

(Appendix A)

Occupational Clusters

Agricultural business
Agricultural technology
Forest management
Nursery/Greenhouse
Orpamental horticalture

Job Categories

Management Erainee
Ti.uck driver

Crew foreman
Greenhouse employee
Gardener II

Advisory Group Employees Responding to the
Condedsed Occupational Communications Skills Questionnaire

(Appendix C)

Occupational Clusters

Pgricultural business

Agricultural technology

Forest management

Nursery/Greenhouse

Ornamental horticulture

Job Categories

Bookkeeper, Sales clerk,and
Purchaser, Farm equipment
salesman, Tire salesman and
serviceman

Warehouseman, Segregator,
Forklift driver, Apple
sorter

TiMber management assistant,
Forestry,technician

General employee

Grounds superintendent,
Ceneral employee, Work/study

'student
-

2 2
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Analysis of Questionnaire RespOnses

Ways Employees Send Communications (Figure 1, Table 1) Analysis
of agricultural employees responses indicated that_talking skilla
were used more frequently than writing skills. Information was
given most frequently by talking to one person face-to-face.
Individuals who completed the detailed questionnaire reported that
they talked to_personsin a,group more frequently rhan they wrote
communicat4on-s.-71 writing was used, the employees selected memos
and notes more'frequently than the more formal communications of
letters and reports. While the variance between talk and write is
greater in the individual responSes than in the advisory group
responses, the ways of communicating were ranked in the same order.

Kinds of Information Employees Send in Communications, Talk/Write
(Figures 2, 3, Tables 2, 3) Approximately two-thirds of the agri-
cultural employees responses fell into the categories of being
assertive (giving advice, opinions, etc.), giving directions (direc-
tions, instructions, orders) and asking questions, in that order.
The offering of opinions, listed in thP assertive group, was the
most frequent kind of information given. Opinions were given in
the majority of cases by talking rather than by writing. When ques-
tions were asked, they were more likely to be spoken than written.

Ways Employees Receive Communications (Figure 4, Table 4) "The
questionnaire responses indicated that the-agricultural employees
received most frequently by listening to one person face-to-face.
When reading was used to receive information, the employees answer-
ing the detailed questionnaire were most likely to read letters and
reports; the- advisory group employees answering the condensed ques-
tionnaire were most likely to read memos and notes.

Kinds of Information Employees Receive in Communications (Figures 5,6,
Tables 5 6) The-kinds of communications grouped as assertions (advice,
opinions, etc.) and dircctions (directions, instructions, orders) are
received most frequently by the employees. This inforMation is usu-
ally received.by listening.

7 -
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AGRICULTURAL OCCUPATIONS

r

INDIVIDUAL. RESPONSE TO EMPLOYEE QUESTIONNAIRE

TALK: 82Z

One To One
42%

To A Group:
2-5 people

25% 3

Te lephone
9%

WAYS EMPLOYEES SEND .COMUNICATIONS

WRITE: 1 CY 7 .

-10.o

Memos & Notes
8%

Charts/Graphs ,

Forms , Manuals ,

Work Orders
6%

Letters & Report,s

Demonstrations, Radio
6%

F-1-(p:ire 1

4%

10
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AGRICULTURAL OCCUPATIOJ

ADVISORY GROUR EMPOYEE RESPONSE
TO,CONDENSED EMPLOYEE QUESTIONNAIRE

WAYS EMPLOYEES.SEND COMMUNICATIONS

TALK: 63% WRITE: 32%

ONE To ONE , I I 36% MEMOS & NOTES 21%

TO A GROUP: 2-5. PEOPLE 12% CHARTS/GRAPHS, FORMS,
MANUALS, WORK ORDERS , .10%

TELEPHONE 12%
.LETTERS & REPORTS 3%

DEMONSTRATIONS, RADIO 3%

Tab Le.

11
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A_GRICULTURAL OCCUPATIONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

THE KINDS OF- INFORMATION EMPLOYEES SEND IN COMMUNICATIONS

Assertion
34%

Dfrection
21%

Question
12% I

TALK AND WRITE

Explanation
9%.

Evaluation
12%

Description
12%

Assertion: adviSe, opinion, propose, recommend, sell, persuade, suggest.

-Direction: di .t, instruct, ordel-:

Evaluation: as:-. appreciate, compliment, correct, scold, reprimand.
. .....

. Figure 2

12

2 6



AGRICULTURAL OCCUPATIONS

, ADVISORY GROUP EMPLOYEE RESPONSE
TO-CONDENSED-EMPLOYEE-QUESTIONNAIRE

..

T.-IE KINDS OF INFORMATION EMPLOYEES

TALK AND WRITE

SEND IN COMMUNICATIONS

ASSERTION . . . 27%

DIRECTION . . . 19%

QUESTICN . . . la%

EXPLANATICN . , 167,

EVALUATICN . . J2 ,7,

DESCRIPTION . . . 873

ASSERTION: ADVISE, OPINION, PERSUADE, RECOMMEND, SELL, PROPOSE, SUGGEST,

DIRECTION: DIRECT, INSTRUCT, ORDER.

EVALUATION: ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD, REPRIMAND.

Table 2

-13
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AGRICULTURAL OCCUPATIONS.

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES SEND IN COMMUNICATIONS

(I) TALK: 8270

Assertion
28%.

Direction
18%

Question
11%

WRITE: 187

Assertion

Evaluation
10% --

Description
8%

Explanation
-7%

6%
Description

4%

Direction
3%

Explanation
2%

Evaluation
2%

Question
1% .

ASsertion: advise, opinion, propose, recommend, sell, persuade, su22est.

, Direction: direct, instruct; order.

Evaluation: assure, appreciate, compliment, correct, scold, reprimand.



AGRICULTURAL OCCUPATIONS

ADVISORY GROUP EMPLOYEE'RESPONSE
TO CONEENSED EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES SEND IN COMMUNICATIONS

ASSERTION

QUESTION

DIRECTION

EXPLANATION

EVALUATION

DESCRIPTION

TALK 68% WRITE 32%

19". DIRECTION 9%

16Z ASSERTION a7o

10% EXPLANATION 67.

DESCRIPTION

EVALUATION

4% QUESTION 2%

ASSERTION:

DIRECTION:

EVALUATION:

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
_PROPOSE. SU,SEEST.

DIRECT, INSTRUCT, ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CORRECT,
SCOLD, REPRIMAND.

Tab!C S
15
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AGRICULTURAL OCCUPATIONS

INDIVIDUAL RESPONSE TO_ EMPLOyEE QUESTIONNAIRE

WAYS EMPLOYEES RECEIVE COMMUNICATION

0 LISTEN: 7 2%

One To One
45%

To A Group:
2-5 people

17%

Demonstrations, Radio
. 6%

TelephOne
4%

READ: 28%

Letters & Reports
11%

Charts/Graphs,
Forms, Manuals,
Work 'Orders

10%

Memos & Notes
7%

/



AGRICULTURAL' OCCUPATIONS

ADVISORY: GROUP EMPLOYEE RESPONSE
TO_ CONDE.NSE.D...EMPLOY.E.E...QUE.S.T.IONNA.LRE.

WAYS EMPLOYEES RECEIVE ODMMLNICATIONS

LISTEN: 70% READ: 30%

ONE TO ONE 36% MEMOS & NOTES 17Z

TELEPHONE 1373 CHARTS/GRAPHS, FORMS,
MANUALS, WORK ORDERS 9%

DEMONSTRATIONS, RADIO 12%

LETTERS a REPORTS 4%
TO A GROUP: 2-5 PEOPLE . . 9%

0



AGRICULTURAL OCCUPATIONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

THE KI,NDS OF INFORMATION EMPLOYEES RECEIVE IN COMMUNICATIONS

Assertion
38%

Direction
25%

LISTEN t.ND READ

Evaluation
167;

Description
6%
Question

7%

Explanation
8%

Assertion: advise, opinion, propose, recoMmend, sell, persuade, suggest-

Direc'tion: direCt, instruct, order.

Evaluation: assure, appreciate, compliment, correct, scold,.reprimand.

P:(7uPo ;

18
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AGRICULTURAL OCCUPATIONS-'

<,

ADVISORY GROUP EMPLOYEE RESPONSE
.TO_CONDENSED EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES RECF.IVF IN COMMUNICATIONS

LISTEN AND READ

DIRECTION . 29%

ASSERTION 21%

QUESTION 19%

EVALUATION 12%

EXPLANATION'. 10%

DESCRIPTION 9%

,,,,,,

ASSERTION:

DIRECTION:

EVALUATION:

ADVISE, OPINION, PROPDSE, RECOMMEND, SELL,
PERSUADE, SUGGEST.

DIRECT, INSTRUCT, ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CORRECT,
SCOLD, REPRIMANDv.



"(AGRICULTURAL OCCUPATIONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES RECEIVE IN COMMUNICATIONS

Assertion
28%

Direction
17%

Evaluation
12% .

, Question-

1.

LISTEN: 72,7, (D READ: 28%,

Assertion
10%

Direction
8%

Exialuation
4%

Description
3%

Explanation
2%.

Question
1%n

Explanation
6%

Description
3%

A

Assertion: advise, opinion, propose, recommend, sell, persuade, suggest.

Direction: direct, instruct, order.

;Evaluation: assure, appreciate, compliment, correct, scold, reprimand.
0.

Nqurc. 6
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AGRICULTURAL OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE

-TO-CONDENSED-EMPLOYEE-QUESTIONNAIRE-

THE KINDS

DIRECTION

OF INFORMATION EMPLOYEES RECEIVE IN COMMUNICATIONS

LISTEN: 70%

DIRECTION

READ: 3CC

11%18Z

ASSERTION 16% ASSERTION . . . 5%

QUESTION' 15/0 QUESTION -470

EVALUATION
. YZ EXPLANATION ..,... 4%

EXPLANATION -6% EVALUATION 3%

DESCRIPTION 6% DESCRIPTION 3Z

ASSERTION: ADVISE, OPINION, PROPOSE, RECONMEND, SELL, PERSUADE, SUGGEST.

DIRECTION: DIRECT, INSTRUCT, OREER.

EVALUATION: ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD, REPRIMAND.



Individu'al Supervisors Responding to the
Occupational Communications Skil1 8 Questionnaire

(Appendix B)

Occupational Clusters

Agricultural business
Agricultural technology

A Forest manSgement'
NUrSery/Greenhouse
Ornamental horticulture

Job Categories

Area salesman
Assistant generaf manager
Timber management assistant

-Greenhouse mdhager
Director,

Advisory Group SupervisOrs Responding to the
Conuensed Occupational Communications Skills Questionnaire

(ApPendix D)

Occupational Clusters

Agricultural business

AgricultUral technology

Forest management

Nursery/Greenhouse-

Ornamental horticulture'

Job Categories

Agronomist, ProductiOn control-
ler, Vice-president, Farm
operator, Production foreman,
President, General manager

Packing foreman, General
manager, Warehouse foreman,
Fieldman, Assistant manager,
Supervisor, Shipping foreman

District Manager, District
supervisor

Co-owner, Partner, Supervisor
ASsistant manager, Owner

Gardener II, Designer, Foreman,
Owner, Secretary

Analysis of Questionnaire Responses

Ways Supervisors Send Communications (Figure 7, Table 7) When agri-

cultural Supervisor responses to both questionnaires were ranked,

they were identical. The agricultural supervisors indicated that

talking was their most frequent way of sending communications; talk-

ing to one person face-to-face and talking to a group of 2-5 persons

were repotted as.\the most frequently used communications. When com-

munications were written, the supervisors indicated that they usually

wrote memos and notes.

Kinds of Information Supervisors Send in Communications (Figures 8,

9, Tables 8, 9) The agricultural supervisors reported that the in-

formation most frequently\sent by them included the kinds of corn-
\

munications summarized as assertion (advice, opinion, etc.). Over

1/3 of the supervisor responses wdre reported in this group. When

the responses of supervisors froM both questionnaires were ranked

\22
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by frequency, the kinds of information sent by supervisors ranked
in the same order. According to the occupational cluster analysis
about 1/2 of the responses made by agricultural business supervisors
recorded the kinds of information given as opinions (part of the
assertion group) and directions (part of the direction group);
over 2/3 of the agricultural business supervisors responses to
these kinds,of information indicated talking as the way of communi-
cating the information. Supervisors in forest management, nursery/
greenhouse and ornamental horticulture indicated that they most
frequently asked questions and gave explanations when the5flwere_
sendinw:commenications. The-USUal' Way of communicating these kinds
of inEormation was oral.

Ways Supervisors Receive Communications (Figure 10, Table 10)
Supervisors answering both questionnaires reported listening as the
most frequent way of receiving information; listening to one person
face-to-face was most frequently reported. Other frequent selec-
tions included listening to a group of 2-5 persons and listening
by telephone. When reading was used to receive information, the
supervisors ihdicated that they were most likely to read memos-and
notes.

Kinds of Information Supervisors Receive in Communications (Figures
11 12, Tables Il, 12) Supervisor questionnaire responses indicated
that the communication categories grouped as assertions (advice,
opinions, eta.) and directions (directions, instructionS, orders)
are the kinds of information received most frequently by the seper-
visors. When single Communications categories were considered,
the supervisors selected questions most frequently. These kindg
of information were usually received by listening.

3
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AGRI CULTURAL OCCUPAT PUS

NDI VIDUAL RESPONSE TO SUPERVI S OR QUESTI ONNAJ RE

WAYS SUPERVISORS SEND COMMUNCCATIONS

One To One
35%

To A Group:
2-5 people

20%

Telephone
14%

'dRI TE : 307,

k\\\\k\8te
SAL

Ma.'w ,

Work Orders

Charts/Graphs,

4%

Memos & Notes
20%

Letters & Reports
6% ,

DeMo-ri8-trattoris';' Itadto

1% .

38
Fig ure 7
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AGRIGULTURAL OCCUPATIONS

ADVISORY GROUP SUPERVISOR RESPONSE
TO CONDENSED SUPERVISOR.QUESTIONNAIRE

-

WAYS SUPERVISORS SEND COMMUNICATiONS

ONE TO ONE . . 35% MEMOS AND NOTES . . 15%

TO A GROUP: 2-5 PEOPLE 16% LETTERS & REPORTS . . 4%

TELEPHONE . 157:' CHARTS/GRAPHS, FORMS,. 4%
MANUALS, WORK ORDERS

DEMONSTRATIONS, RADIO , 11%

3 9

Table 7
?5
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AGRICULTURAL OCCUPATIONS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS SEND rN COMMUNICATIONS

Assertion-
,

3T/..

Direction
18%

Explanation
13%

TALK AND WRITE

Descrlption
8%

Evaluation
12%

Question
12%, -

Assertion: , advise, opinion, propose, recommend, sell, persuade, suggest:,

Direction: direct, instruct, order.

Evaluation: assure, appreciate, complithen.t, correct, scold, repriman.xl.

Figure

26.



AGRICULTURAL OCCUPATIONS

1

ADVISORY GROUP SUPERVISOR RESPONSE
TO CONDENSED SUPERVISOR QUESTIONWRE

THE!KINDS OF INFORMATION SUPERVISORS SEND IN COMMUNICATIONS

TALK AND WRITE

ASSERTION 42%

DIRECTION 21%

EXPLANATION

QUESTION 12%

EVALUATION . 7%

DESCRIPTION 6%

ASSERTION: ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST,

DIRECTION: DIRECT, INSTRUCT, ORDER,

EVALUATION: ASSURE, APPRECIATE, COMPLIMENT, CORRECT,
SCOLD, REPRIMAND.

Table 8

2 7
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AGRICULTURAL OCCUPATIONS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS SEND IN COMMUNICATIONS

Thui: 70%

Assertion
24%

Direction
13%

10%

Evaluation
9%

Explanation
8%

Description
6%

0 WRITE: 30%

Assertion
13% ,

Direction
5%

Explanation
5%

Evaluation
3%

Question
2%

Description
2%

Assertion: advise,.opinion, propose, recommend, sell, persuade, suggest.

Direction: direct, instruct, order,

Evaluation: 'assure, appreciate, compliment, correct,.scold,-reprimand.

Figure

28
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AGRICULTURAL OCCUPATIONS

ADVISORY GROUP SUPERVISOR RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE

THE KINDS oF INFORMATION SUPERVISORS SEND IN COMMUNICATIONS

ASSERTION

DIRECTION

QUESTION

EXPLANATION

'EVALUATION

DESCRIPTION-.

TALK: 77% WRITE: '23%

33% ASSERTION 9%

14% DIRECTION 7%

11% EXPLANATION 3%

9% DESCRIPTION . I I I 27

6Z .QUESTION . . . 1%

4% EVALUATION 1%

ASSERTION:

DIRECT;ON:

EVALUATION:

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL .

PROPOSE, SUGGEST.

DIRECTA.INSTRUCT, ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CORRECT,
SCOtD, REPRIMAND.

Table '9
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AGRI CULTURAL OCCUPATIONS

INDI VIDUAL RESPONSE TO SUPERVISOR QUESTIONNAI RE

WAYS SUPERVISORS RECEIVE COMMUNICATION

0 LISTEN 64%

One To One
31%-

READ: 36%

_ Memos & Notes

16:1:

Letters Reports
13%

Charts/Graphs,
Forms, Manuals,

To A Group: Work Orders
_A-5 people 7%

17%

sTelephone
15%

DeMonstrations, Radio
1%

Y2:(-7241' o 10
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AGRICULTURAL OCCUPATIONS

ADVISORY GROUP SUPERVISOR RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE

WAYS SUPERVISORS RECEIVE COMMUNICATIONS

LISTEN: 80% READ: 29%

ONE TO ONE . . . , . . 35% MEMOS & NOTES . . . . 12%

TELEPHONE . . . . . 23% LETTERS & REPORTS . 6%

TO A GROUP: 2-5 PEOPLE 12% '*CHARTS/GRAPHS,-FORMS,
MANUALS, WORK ORDERS 2%

DEMONSTRATIONS, RADIO 10%

7'abie 10

4-5
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AGRICULTURAL OCCUPATIONS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

'THE KINDS OF I-NFORmATInN SUPERVISORS RECEIvE -IN COMMUNICATIONS

LISTEN AND READ

Assertion

Evaluation
1%

Direction
21%

Question
' 20%

i

Explanation

9%

Description
10%

Assertion: advise, Opinion, propose, recommend, sell, persuade, suggest.

Direction: direct, instruct, order.

E aluation: assure, appreciate, compliment, correct, sold, reprimand.

:-:..31,4re 11
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AGRICULTURAL OCCUPATIONS

'ADVISORY GROUP SUPERVISOR RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS RECEIVE IN COMMUNICATIONS

ASSERTION:

DIRECTION:

EVALUATION:

LISTEN AND READ,

ASSERTION 30%

QUESTION 26%

DIRECTION

XPLANATION 12%

EVALUATION 7%

DESCRIPTION 4%

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST-.

DIRECT, INSTRUCT, ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CORRECT,
SCOLD, REPRIMAND,



AGRICULTURAL OCCUPATIONS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS RECEIVE IN COMMUNICATIONS

LISTEN: 64Z

Assertion
26%

Direct ion

13%

,o

12%

Description
8%

Explanation
5%

\\*

Explanation
4%

Description
2%

Evaluation

READ: 36

Assertion
13%

Direction
8%

Question
8%

1..

Assertion: advise, opinion, propose, recommend,sell, persuade, suggest.

Direction: direct, instruct, order.

EvaLuation: assure, appreciate, cOmpLiment, correct, scold, reprimand.

34
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AGRICULTURAL OCCUPATIONS
.

ADVISORY GROUP SUPERVISOR RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION RECEIVE IN COMMUNICATIONS
_

SUPERVISORS

LISTEN: 80% READ: 20%

ASSERTION 24% DIRECTION 7%

QUESTION 24.,. ASSERTION 6%

DIRECTION , 14% EXPLANATION

EXPLANATION 97 QUESTION 2%

EVALUATION 6% EVALUATION 17

DESCRIPTION 3% DESCRIPTION 1%

ASSERTION:

DIRECTION:

EVALUATION:

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
.PROPOSE, SUGGEST,

DIRECT, INSTRUCT, ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CORRECT,
SCOLD, REPRIMAND.

Tab e
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CHAPTER III

3USINESS AND OFFICE OCCUPATIONS

Business and Office employee and supervisor responses-to the \\
Occupational Communications Skills Questionnaires are summarized\in.
Figures 13-24.

Individual employee responses are summarized in Figures 13-18;
Individual supervisor responses are summarized in Figures 19-24.

Advisory Group employee and supervisor responses to the Condensed
Occupational Communications Skills Questionnaires are summarized
in Tables 13-24.

Advisory Group employee responses are summarized' in Tables 13-18;
Advisory-Group supervisor responses are summarized in
Tables 19724.

Individual Employees Responding to the
Occupational Communications Skills Questionnaire

(Appendix A)

Occupational Clusters Job Categories

Clerk-typist
Junior accountant
Recordkeeper
Secretary

Clerk-typist
Cost accountant
Administrative cleik
Secretary

Advisory Group Employees Responding to the
Condensed Occupational Communications Skills Queitionnaire

(Appendix C)

Occupational Clusters Job Categories

Clerk-typist

Junior accountant

Recordkeeper

Secretary

Clerk-typist, .team, leader .

Accounts clerk, Accountant',
Internal auditor

Mail messenger, Clerk, Junior
buyer, Accounting clerk, Ad-
ministrative clerk

Secretary, Clerk-steno,
Secretary/bookkeeper, Clerk-
typist

Analysis of Questionnaire Responses

Ways Employees Send Communications (Figure 13, Table 13) In the
business and office occupations, the'employee,questionnaire re-
sponses were almost evenly divided between oral and written communi-
cations. When responses from employees answering the detailed

36

5 0



questionnaire were considered, the clOrk-typist and secretary indi-
cated that they most frequently talked when they sent communications;
the junior accountant and recordkeeper indicated that they most fre-
quently sent communications by writing. .Although 63% of the clerk-
typist's responses indicated talking.to one person face-to-face as
a frequent way of sending communications, wten all employee responses

..00 the detailed questionnaire were Considered, the percentage dropped
to 36%. Responses from the field as a whole indicated that talking
to one person face-to-face and writing memos and notes were used with
almost equal frequncy.

Kinds of InfDrnntion Employees Tend in Communications, Talk/Write
(Figures 14, 15, Tables 14, 15) Kinds of communications identified'
in a group as assertions (advice, opinions, etc.) were used most
frequently by business and2office employees. These assertive com-
munications were more likely to be spoken than written. When indi-
vidual communications categories were considered the einployees
indicated that if they were talking they were most frequently asking
questions and if they were writing they were most frequently giving
explanations..

Ways Employees Receie Communications (Figure 16, Table 16) Pe-
: tailed questionnaire responses were almost evenly divided between
listening and reading. Advisory group empfoyees responses indi-
cated they used listening more, frequently-than reading as a means
of receiving communications. Listening to one person face-to-face
was chosen most frequently by the supervisores as their way of re-
ceivirig information. Employees answering both questionnaires
reported that written information was moSt frequently received in,
the form of, memos and notes.

Kinds of Information EmployeeS-Receive in Communications (Figures
17, 18, Tables 17, 18) When kinds of communications received wefe
cpnsidered by the employees, over 50% of the responses fell into
the communications categories, directions, instructions, orders
and questions. They reported that these-communicationswere
received by both listening and reading.

5 1
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One To One
36%

Telephone
9-7

BUSINESS AND OFFICE OCCUPATIONS'

INDIIDUAL RESPONSt TO EMPLOYEE QUESTIONN'AIRE

WAYS EMPLOYEES SEND COMMUNICATIONS

TALK: LiTf,

-

Demonstrations, Radio
2%

Figure 13

38
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-WRITE: 53% r

Memos'& Notes.
34%

tharts/Graphs,
Forms, Manuals,
Gk Orders

'10%

Letters & Reports
9%



--1311S.INESS.AND OFFICE OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMP01.0YEE QUESTIONNAIRE,

WAYS EMPLOYEES SEND COMMUNICATIONS

TALK: 58% WRITE: 42%

'ONE TO-ONE mulos & NOTES 33%

TELEPHONE: 22% LETTERS & REPORTS . .2 8%

TO A GROUP: 2 PEOFI_E 4% CHARTS/GRAPHS, FORMS
MANUALS, WORK ORDERS. . 1%

;

5

a

Tabl3` 13
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BUSINESS AND OFFICE OCCUPATI,ONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION.EMPLOYEE'S SEND IN COMMUNICATIONS

Direction
25%

Assertion
.21%

Question
18%

TALK AND WRITE
Description

9%

..Evaluation

9%

Explanation'
18%

4.

'Assertion: advise, opinion, propose, regommend, sell, persuade, suggest.

Direction: direct', instruct, order. N
.7

'Evaluation: assure, appreciate, compliment, correct, scold, reprimand.

Figure 14

40
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BUSINESS AND OFFICE OCCUWIONS

ADVISORY GPOUP EMPLOYEE RESPONSE
,TO CONDENSJ EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES SEND IR COMMUNICATIONS..

TALK AND WRITE

ASSERTION:

DIRECTION:

EVALUATION:

ASSERTION .

QUESTION . 24%

EXPLANATION 21%

DIRECTION:.! . 18%

DESCRIPTION 57.

EVALUATION . 4%

ADVISE., OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECT, INSTRUCT, ORDgR.

ASSURE, APPRECIATE., COMPLIMENT, CORRECT, SCOLD,
REPRIMAND.

Table 14

'5 5



BUSINESS ARD-wIt.E OCCUPATIONS

INDIVIDUAL RESPONSE TO.EMPLOYEE QUESTIONNAIRE

tHE'KINDS,OF INFORgATION EMPLOYEES SEND IN COMMUNICATIONS

TALK: 4 %

Assertion
13/0

Question
11%

Explanation
11% 0-7

Direction
8% .

EvalUation
2%

Description__
2%

0 WRITE: 53Z

1111111111

Explanation

Evaluation

Assertion

Question

7%

7%

7%

Direction
177.

De'Scription

7%

ASsertion: advise, opinion, propose, recommend, el1, persuade, sugge.F.:

Direction: direct, instruct, order.'

Evaluation: assure, appreciate, compliment, correct, scold, reprimand.

Pi:jure !;)

42

56



BUSINESS AND OFFICE OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES SEND IN COMMUNICATIONS'

TALK: 58% WRITE: 42%

ASSERTION 17% ASSERTION 11%

QUESTION 17% DIRECTION 1170

EXPLANATION 12% EXPLANATION . . , . , 9%

DIRECTION 7% QUESTION 7%

EVALUATION _ 3%, DESCRIPTION . . . . 3%

DESCRIPTION 2% EVALUATION 1%

01

ASSERTION: ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECTION:- IRECT, INSTRUCT, ORDER.

"EVALUATION: ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND.

Table 15

4 3
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BUSINESS AND OFFICE OCCUPATIONS

INDIVIDUAL, RESPONSE TO EMPLOYEE QUESTIONNAIRE

WAYS EMPLOYEES RECEIVE COMUNICATION

CD LISTEN: 77,

One To ,One

39%

Telephone
7% i\k'A\14

Demonstrations, Radio
1%

Figuw 16

4 4

5 8

READ: 5 3%

Memos & Notes
22%

Let ters &
Reports

18%

Charts , Graphs ,

Forms , Manuals ,

Work Orders
13%



BUS1NESS-AND OFFICE OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

WAYS EMPLOYEES RECEIVE COMMUNICATIONS

LISTEN: 62% READ: 38%

ONE TO ONE 31% MEMOS & NOTES . 27%

TELEPHONE 95% CHARTS/GRAPHS, FORMS,
MANUALS, WORK ORDERS . 67

TO A GROUP: 2-5 PEOPLE 5%
LETTER-S & REPORTS . . . 5%

DEMONSTRATIONS, RADIO 1%

Table 26
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BUSINESS AND OFFICE OCCUPATIONS

INDIVI,DUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES RECEIVE IN COMMUNICATIONS

Direction
35%

Question
24%

Expinnation
18%

LISTEN AND READ
,Evaluation

a%

Description
7%-

Assercion
13%

Aserti ri advise, opinion;- propose, remend, sell, persuade, suggest.

Directiop: direct, instruct, order.

EvnInAtion: asst!re, ;Ipps!,Thitu, 1-:-,.ct, scold, reprimuld.

c.:4,00

46

b 0



BUSINESS AND OFFICE OCCUPATIONS-

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

THE aNDS OF INFORMATION EMPLOYEES RECEIVE IN COMMUNICATIONS

LISTEN AND READ

DIRECTION 32%

QUESTION 24%

ASSERTION 177

.EXPLANATION 15%

EVALUATION . 7%

DESCRIPTION . . 5%-

ASSER'TION:

DIRECTION:

EVALUATION:

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECT, INSTRUCT, ORDER..

ASSURE). APPRECIATE,-COMPLIMENT, CORRECT, SCOLD,
REPRIMAND.

n-zble 17

/74
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BUSINESS AND OFFICE OCCUPATIONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES RECEIVE IN COMMUNICATIONS

LISTEN : 4770

Direction

14%

Question
13%

Explanation
11%

Assertion

'6%
Description

2%

.Evaluation

1%

(D. 'READ: 53%

Direction
21%

Question
11%

Assertion
7%

Explanation
7%

Description
5%

Evaluation
2%

Asserdon: adviso, opinion, propose, recorend, sell, persuade, suest.

Direction: direct, instruct, order. \

Evaluation: assure, appreciati.l, cpr,recL, I ci, repriimnd.

Figurc 13
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BUSINESS AND OFFICE OCCUPATIONS

ADVISORY .GROUP EMPLOyEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

THE KINDS af INFORMATION EMPLOYEES RECEIVE IN COMMUWIeATIONS

LISTEN: 62% READ: 38%

QUESTION . . . . 18%' DIRECTfON 16%

DIRECTION 16% ASSERTIOW . , . .. . 6%

ASSERTION . ,
,.,

. . , 11% QUESTION 6%

EXPLANATION .. . 10% EXPLANATION 5%

EVALUATION .. . 4% EVALUATION 3%-

DESCRIPTION 3% DESCRIPTION 2%

ASSERTION:

DIRECTION:

EVALUATION:

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST,

DIRECT, INSTRUCT, ORDER,

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND,

'Pal& 18
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Individual BupervisOrs Responding to the
Occupational Communications.SkillsQuestionnaire

(Appendix B)

Occupational Clusters'

Clerk-typist
Junior accountant
Recordkeeper

Secretary

Job Categories

Editorial assiStant
Accounting supervisor
Supervisor of policies
and procedures-

Business manager

Advisory Groin) Supervisors Responding'to the
Condensed Occupational Communications Skills,Questionnaire

(Appendix D)

Occupational Clusters

Clerk-typist

Junior accountant

Recordkeeper

Secretary

Job Categories

Clerk-typist-secretary, Super-
visor, Manager, Accounts pay-
able

Chief accountant, City treas-
urer, Accountant, Partner

Financial manager', Contract
specialist, Accountant,
Cashier, Supervisor

Supervisor, Administrator,
Chief controller, Chief
electrical engineer

Analysis of Questionnaire Regponses

Ways Supervisors Send Communications (Figure 19, Table 1;9) Super-
visor responses are fairly evenly divided between talking and writ
ing as ways of sending communications. Clerk-typists and secretaries
reported that talking was their most frequent way of senaing com-
munications while junior accountants and recordkeepers reported that
writing was their most frequent way of sending communications. An
even distribution of responses occurred agaSin when the most frequent
.way of giving infarmatiort was evenly -divided between talking to one
person faoe-to-faCe and writing memos and notes.

Kinds of Information Supervisors Send in Communications (Figures 20,
21,'Tables 20i 21) The suOervisors indicated that assertions
(listed as a group of communications skills) and explanations were
the kinds of information most frequently given during their work.
SuperviSors answering the detailed questionnaire indicated that dir-
ections (listed as a group of- communications skills) were also a
frequent kind of information given. These kinds of information were
given by both talking and writing.

50
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Ways Supervisors Receive Communications (Figure 22, Table 22)
Supervisor responses were fairly evenly divided between listenir
and reading aS ways of receiving communications..

Clerk-typists andsecretaries responded most frequently to questionnaire ,items that
involved listening and junior accountants and recordkeepers responded
to questionnaire items that involved reading. "Information was most
frequently received by 'listening to one person face-to-face-and byreading memOs and notes.

Kirids of Information Supervisors Receive in Communications
(Fiaures 23, 24, Tables 23, 24) Assertions (listed as a group of

. communiration skills) were the most frequent kind of informationreceived by the supervisors. When individual communications skills
were considered, the supervisors indicated that they received ques-tions most frequently. Assertions were received both by listening
and reading; questions were-usually received by listening.

(i 5
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BUSINESS AND OFFICE OCCUPATIONS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

WkIS SUPERVISORS,SEND COMMJNICATIONS

0 TALK: 52%

One To One
24%

To A Group:
2-5 people

15%

Telephone
12%'

Demonstrations, Radio

E) MITE: 48%

66

ouzy 1."-)

52

Memos & Notes
25%

Charts/Graphs,
Forms, 'Manuals,

York Orders .

127,

Letters & Reports
11%



\.

BUSINESS AND OFFICE OCCUPATIONS

ADVISGRY GROUP SUPERVISOR RESPONSE
'TO CONDENSER.SUPERVISOR QUESTIONNAIRE

WAYS SUPERVISORS SEND COMMUNICATIONS

TALK:-

ONE 70 ONE 1 30%

TELEPHONE' . . ...., f.e '19%

TO A GROUP; 2-5- PEOPLE % U '.

DEMONSTRATIONS, RADIO 'I-2%

57%

6 7

Table. 19

5 3
,

WRITE: 437;

MEMOS.. &.NOTES 30%

LETTERS & REPORTS 10%

CHARTS/GRAPHS.. FORMS,
MANUALS, WORK' ORDERS 3%.



BUSINESS AND OFFICE OCCUPATIONS

IND,IVIDOAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFQRMATION SUPERVISORS SEND,IN COMMUNICATIONS

Assertion
31%

Direction

TALK AND WRITE Description
6%

Evaluation
10%

Question
13%

Explanation .

19%

Asser.. )11: advise, opinion, propose, re'coftlmend, sell, persuade, suggest.

Direction: direct, instruct, order.

'Evaluation: assure, apprec1aLc, compliment., correeL,-. scold, reprimand.

F:k7u.re 20

54
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BUSINESS AND OFFICE OCCUPATIONS

ADVISORY GROUP SUPERVISOR REPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS SEND IN COMMUNICATIONS

TALK AND WRITE

ASSERTION . . 32%

EXPLANATION . 22%

QUESTION . . 19%

DIRECTION . 13%.

DESCRIPTION

77;EVALUATION

\

,ASSERTIW

DIRECTION:

EVALUATION:

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECT, INSTRUCT, ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND.

Tab le 20
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BUSINESS AND OFFICE OCCUPATIONS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAME

THE KINDS OF INFORMATION SUPERVISOR-S--SEND IN COMMUNICATIONS

(:) -ii\LK: 52%

111.1\

Assertion Assertion
15Z 16%

Direction Direction
12% 9% .

\

ExplaTzion

IRUTE: 48%

Explanation
10% 7

Question
9%

Evaluation
5%

Description
17

Question
4%

Assertion: advise', opinion, propose, rec6=;e1 d, sell, persu,ide, sul;gusL.

Direction: direct, im..truct, order.

Evaluation: assur1., :ipprecidte, Lompli;lient, o)rrect, scold, ropri%ind.
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BUSINESS AND OFFICE OCCUPATIONS

ADVISORY GROUP SUPERVISOR RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS SEND IN COMMUNICATIONS

TALK: 57% WRITE: 113%

ASSERTION 17% ASSERTION 15%

QUESTION 13% EXPLANATION 107,

EXPLANATION 12% DIRECTION 6%

DIRECTION 7% QUESTION . 6%

EVALUATION 5% DESCRIPTION 4%

DESCRIPTION 3% EVALUATION '17;

ASSERTION:

DIRECTION:

EVALUATION:

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
.PROPOSE, SUGGEST^.

DIRECT, 1NS.TRUCT, ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND.

Tab n

57
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BUSINESS AND OFFICE OCCUPATI ONS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

WAYS SUPERVISORS RECEIVE COMMUN [CATION

0 LISTEN : 14870

One To One
22%

Telephone
14%

To A GrOup:
2-5 people

11%

. .

Denionstrations, Radio
17.

READ: 52%

111111111111!!!li

Memos & Notes

Letters &

23%

ii1/4";1 Charts/Graphs,
Forms, Manuals,

Reports
16%

Work Orders
13%

Y7:gure 2
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BUSINESS AND OFFICE OCCUPATIONS

ADVISORY GROUP SUPERVISOR RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE

WAYS SUPERVISORS RECEIVE COMMUNICATIONS

LISTEN: 56% READ: 44%

ONE TO ONE 30% MEMOS & NOTES . . . . 27%

TELEPHONE 20% LETTERS & REPORTS . . 10%

TO A GROUP: 2-5 PEOPLE 5% CHARTS/GRAPHS, FORMS.
MANUALS, WORK ORDERS 7%

DEMONSTRATIONS, RADIO 1%

J

Tc21) le 22
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BUSINESS AND OFFICE OCCUPATIONS

INDIVIDUAL RESPONSE TO SUP",:WiSOR QUESTIONNAIRE

THE KINDS UF INFORMATION SUPERVISORS RECEIVE IN COMMUNICATIONS

LISTEN AND READ
Evaluation

4%

Description
As,sertion 7%

33%

Direction
20%

Question
18%

Explanation

18%

Assertion: advise, opinion, propose, reco--end, sell, persuade, su6gcst.

Direction: direct, instt:uct,-order.

Evaluati_on: uxsuc,, ;Ippreciate, complimo:dt, corr(..:, scold, r,.prilE.Ind.



BUSINESS AND OFFICE OCCUPATIONS

ADvISORY'GROUP SUPERVISOR RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE

'THE KINDS OF INFORMATION SUPERVISORS RECEIVE, IN COMMUNICATIONS

LISTEN AND READ

ASSERTION 33%

QUESTION 28%

EXPLANATION . 16%

DIRECTION 14%

DESCRIPTION 6%

EVALUATION 3%

ASSERTION:

DIRECTION:

EVALUATION:

ADV.ISE, OPINION, PERSUADE, RECOMMEND, SELL,
pROPOSE, SUGGEST.

-DIRECT, INSTRUCT, ORDER.

ASSURE; APPRECIATE, COMPLIMENT, CORRECTf SCOLD,
REPRIMAND.
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BUSINESS AND OFFICE OCCUPATIONS

INDIVIDUAL RESP'ONSE TO SUPERVISOR QUESTIONNAI RE

THE KINDS OF INFORMATION SUPERVISORS RECEI VE IN COMMUNICATIONS

0 LISTEN L.187;

Assertion _
15Z

Question
12%

Dire,ction

11X

Explanation
7z

Evaluation,

2%

(S) READ : 52%

Assertion

\'

\\\\\\

Explanation
11%

Direction
9%

18%

aN Question

N\ 6%

Description

Description
11,

1

Evaluation
2%

6%

:Ai.:vise, opinion, propose, ce.cw..1-.:,en,j, sell, 7ers6ade,

Direction: jirect instruct:, order.

Evaiu.tLion: as;;nr,,, cocr,ci, 1:epri:7;;Inj.
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BUSINESS AND OFFICE OCCUPATIONS

ADVISORY GROUP SUPERVISOR RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPER"ISORS RECEIVE IN COMMUNICATIONS

LISTEN: 56% READ: 44%

QUESTION 18% ASSERTION 15%

ASSERTION 17% QUESTION' 1070'

EXPLANATION 10% DIRECTION 7%

DIRECTION 7% EXPLANATION 7%

EVALUATION 2% 1DESCRIPTION 4%

DESCRIPTION 2% EVALUATION 1%

ASSERTION:

DIRECTiON.:

EVALUATION:

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECT, INSTRUCT, ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND.

fi:ab
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CHAPTER IV

.DISTRIBUTION AND MARKETING OCCUPATIONS

Distribution and Marketing employee and supervisor response's' to the
Occupational Communications Skills Questionnaires are summarized in
Figures 25-36.

Individual employee responses are summarized in Figures 25-30;
Individual supervisor responses are summarized'in Figures 31-36.

Advisory Group employee and supervisor responses to the Condensed
Occupational Communications- Skills Questionnaires are summarized
in Tables 25-36.

Advisory Group employee.responses are summarized in Tables 25-30;
Advisory Group supervisor responses are summarized in Tables 31-36.

Individual Employees Responding to the
Occupational Communications Skills Questionnaire

(AppenOix A)

Occk.pational Clusters Job Categories

Eat/Drink establishment Head waiter
Hospitality/Lodging Desk clerk
Real estate Salesman
Self-service retail Food clerk

Advisory Graup Employees Responding to the
Condensed Occupational Communications Skills Questionnaire

(Appendix C)

Occupational Clusters Job Categories

' Eat/Drink establishment

Hospitality/Lodging

Real estate

Retail sales

Bus boy, Waitress/Hostess,
Waitress, Waiter

Clerk, Desk clerk

Salesman, groker

Bookkeeper, Sales clerk,
Merchandise buyer, Salesgirl,
Department head

Analysis of Questionnaire Responses

Ways Employees Send Communications (Figure 25, Table 25) Distributive
and Marketing employees indicated that they used their talking skills
much more frequently than their writing skills during their work.
Talking to a group of two to five perfons and talking by telephone
also, to a lesser extent, ranked as frequent ways of sending communi-
cations. When writing was used ta give information, memos and notes
were used more frequently than any other form of written communications'.
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Kinds of Information Employees Send in Communications, Figures 26,
27, Tables 26, 27) When all employ.ees responded about the kinds
of Information ogiven, they indicated that it was most frequently
in the form of explanations. Directions and assertions (groups of
communications skills) were also frequently offered. Explanations
and assertions were usually given by talking; directions were given
about equally by talking and writing. Employees answering the
condensed questionnaire reported that assertions (a group of communi-
cations skills) and questions were most frequently used by them.
These kinds of information were usually given by talking.

Ways Employees Receive Communications (Figure 28, Table 28) Employees
from the Distributive and Mdrketing occupations reported that they
listened much more frequently than they read during their work.
They reported that listening to one person face-to-face was the most
frequent way of receiving information. Information was also fre-
quently received by listening to a group of two to five persons and
listening by telephone. When information was read, the emplOyees
were more likely to read memos and notes than any other written form
of communication.

Kinds of Information Employees Receive in Communications (Figures 29,
30, Tables 29, 30) Directions(a group of communications skills)
ranked as the most frequent kind of information received by these
employees. Employees answering the detailed questionnaire reported
assertions were also frequently received; employees answering the
condensed questionnaire reported being asked questions frequently.
Directions were received by both listening and reading; assertions
and questions were mast frequently received by listening.
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DISTRIBUTION AND MARKETING OCCUPATIONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

(:) TALK: 6°'J,0

One To One
29Z

To A Group:
2-5 people__

192:

Telephone
18Z

WAYS EMPLOYEES SEND COMMUNICATIONS

0 WRITE: 32,-

Memos & Nates
19%

Charts/Graphs, .

Forms, Manuals,
Work Orders

Demonstrations, RLdio

80
66

97.

Letters &
----Reports

4%



DIURIBUTION AND MA KETING OCCUPATIONS

DVISORY- ROUP EMPLOYEE RESPONSE
Tg,,,E0Nly ENPLYOYEE QUESTIONNAIRE

,

' .\

WAYS EMPLOYig S SEMD COMMUNICATIONS

WRITE: 22%

MEMOS & NOTES . , 16%

LETTERS & REPORTS , 4%

CHARTS/GRAPHS, FORMS,
MANUALS, WORK ORDERS 9%

TALK:, 78%

ONE.TO ONE , . 36%

TELEPHONE . , 22,

TO-A GROUP: 2-5 ,411F,L,

DEMONSTRATIONS,
.RAD1 10%

6 7

8 1



DISTRIBUTION AND MARKETING OCCUPATIONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRB

THE KINDS OF INFORMATION EMPLOYEES SEND IN COMMUNICATIONS

Explanation
22%

Direction
20%

Asserticn

TALK AND WRITE

/
, .

/ \\
/ \

/ \/

Question
14%

/ Description
14%

Evaluation
12%

Assertion: advise, opinion, propose, recommend, sell, persuade, silgest.

Direction: direct, instruct, order.

Evaluation: assure, appreciate, compfiment, correct, scold, reprimand.

Figurc :26
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DISTRIBUTION AND MARKETING OCCUPATI0i4S

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES. SEND IN COMMUNICATIONS

TALK AND WRITE.

ASSERTION . . 28%

QUESTION . . 20%

EVALUATION . .19%

DIRECTION . . 15%

EXPLANATION 0 . 13%

DESCRIPTION , . 5%

3,

ASSERTION:

DIRECTION:

EVALUATION:

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECT, INSTRUCT, ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CQ RECT, SCOLD,
REPRIMAND.

Table 26
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DISTRIBUTION AND MARKETING OCCUPATIONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES SEND IN COMM IONS

(:) TALK: El&

Explanation
15%

14%

Oues t ion

1. 27,

Direction
10%

Evalmttion
10%

Desc rip tion

7%

W RI TE 32%

Direction
10%

Explanation
7%

Description
7%

Assertion
.5%

Evaluation
4%

Assertion : advise , opinion, propose , recommend, sell , persuade, suggest.

Direct ion : direct, instruct, order.

Evaluat ion: assure , apprec iatc, romp Limon correct; sec)] d , reprimand.
^ - - ....... -

'Figure n)7
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DISTRIBUTION AND MARKETING OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION'EMPLOYEES SEND IN COMMUNICATIONS

TALK: 1§% WRITE 22%

ASSERTION 21% ASSERTION . . . . 7%

QUESTION 17% DIRECTION 4%.

EVALUATION 16% EXPLANATION . . . 4%

DIRECIION . . . 11% QUESTION 3g

EXPLANATION 9% EVALUATION . 3%

DESCRIPTION 4% DESCRIPTION . . . . 1%

ASSER1 TON :

DIRECTION:

EVALUATION:

ADVISE, OPINION) PERSUADE, RECOMMEND, 'SELL,
PROPOSE, SUGGEST.

DIRECT, INSTRUCT, ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND,

Table 2,-;

71
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DISTRI3UTION'ANn .1A9KETING OCCUP'\TIONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

WAYS EMPLOYEES RECEIVE COMMUNICATION

(:) LISTEN: 61./.;

. One To One_
26%

To A Group:
2-5 people

18%

Telephone
16%

Vy READ: 39%

Memos & Notes
18%

Demonstrations, Radio

86

YI,Jurc 22

72

/

Letters &
Reports

11%

Charts/Graphs.
Manuals, Forms,
Work Orders

10%



DISTRIBUTION AND MARKETING OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

WAYS EMPLOYEES RECEIVE COMMUNICATIONS

usTEN: 71% READ: 23%

ONE TO ONE 36% MEMOS & NOTES . 15%

TELEPHONE 17% CHARTS/GRAPHS, FORMS,
MANUALS, WORK ORDERS 10%

TO A GROUP: 2-5 PEOPLE 10%
LETTERS & REPORTS 4%

DEMONSTRATIONS, RADIO 8%

Tabli2 28

87
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DISTRIBUTION AND 11.1,P.KETING OCCUPATIONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES RECEIVE IN COMMUNICATIONS

LISTEN AND READ

29%

Assertion
20%

Explanation
17Z

Evaluation
4%

Question
14%

Description
16%

Assertion: advise, opinion, propose, re, -Toend, sell, persuade, su,,,,gest.

Direction: direct, instruct, order.

Evaluation: assure, appreciate, compliment, correct, scold, reprimand.
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DISTRIBUTION AND MARKETING OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES RECEIVE IN COMMUNICATIONS

LISTEN AND RE:.D

DIRECTION . 27%

QUESTION 21%

EVALUATION 20%

ASSERTION 18%

EXPLANATION . . 8%

DESCRIPTION . . 6%

ASSERTION: ADVISE, OPINION, FERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECTION: DIRECT, INSTRUCT, OLnFR,

EVALUATION: ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOD,
REPRIMAND.

Table 29
75
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DISTRIBUTION AND MARKETING OCCUPATIONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES RECEIVE IN COMMUNICATIONS

0 LISTEN :

Assertion__
15%

Direction
15%

READ: 39%

Direction
14%

Explanation
10%

Description
7%

Assertion

Description_ . _

Explanation
7%

2Z

5%

Evaluation
2%

__Question

Assertion: advi: , opinion, propos,-2., recommend, sell, persuade, suggest.

Direction: direct, :in9truct, order.

Evaluation: assure, appreciate;-compliment, correct, scold, reprimand.

76

9 0



DISTRIBUTION AND MARKETING OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
_TO CONTED EMPLOYEE QUESTIONNA

THE KINDS OF INFORMATION EMPLOYEES RECEIVE IN COMMUNICATIONS

LISTEN: 71% READ: 29%

QUESTION 17% DIRECTION 117,

DIRECTION 16% EVALUATION . . 5%

EVALUATION 15% ASSERTION 4%

ASSERTION 14% QUESTION 4%

EXPLANATION 6% DESCRIPTION , 3%

DESCRIPTION 3% EXPLANATI . 2 J

ASSERTION:

DIRECTION:

EVALUATION:

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECT, INSTRUCT, ORDER.

ASSURE, APPRECIATE) COMPLIMENT, CORRECT, SCOLD,

REPRIMAND.

c 30

7 7
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Individual Supervisors Responding to the
Occupational CommuniCations Skills Questionnaire

(Appendix B)

Occupational Clusters -

Eat/prink establishment
Hospitality/Lodging
Real estate
Retail sales
Self-service retail

Job Categories

.c2

Waiter-head bus boy
Manager.

Managing broker
Assis.tant manager
Assistqnt manager

Advisory Group.Supervisors Responding to the
Condensed Occupational Communiations Skills Questionnaire

(Appendix D)

Occupational Clusters

Eat/Drink establishment

Hospitality/Lodging

Riil estr,te

Retail sales

Job Categories

Head wa. , Business adminis-
trator, Puom service

General manager, Desk clerk

Assistant manager, Agent,
'Salesman, Sales manager,
President, Branch manager

Assistant manager, Manager,
Supervisor

Analysis of Questionnaire Responses

Ways Supervisors Send Communications (Figure 31, Table 31) Super-
visors answering both questionnaires reported that.they used talking
more frequently than writing when they sent communications. Talking
to one Person face-to-face was the most frequent way of giving in-
formation. When writing was used for commanicar4on, the nipervisors
indicated that they sent memos and notes more frequently than any
o'her form of written communications.

Kinds of Information Supervisors Send in Communications (Figures 32,
33, Tables_33) When supervisors responded to questions about
the kinds of infbrmation that thc,' sent in their communications, they
selected assertive communication, (listed as a group of communica-
tions skills) mist frequently. .This kind of information was sent
by talking and writing but most frequently by talking. Supervisors
answering the detailed questionnaire also selected directions (listed
as a group of communications skills) as a kind of information fre-
quently giyen. Supervisors answering_the condensed questionnaire
indicated that they were 111---e likely to ask questions than give
directions. Directions given by both talking and writing;

:_quaselons were -us..ua_lly a od by talking.

92
7,



Ways Super,iisors Receive Communications (Figure 34, Table 34) The
supervisors selected listening more frequently than r8ading as the
way.they received Information at their work. Listening to one peison
face-to-face and listening by phone ranked; in that order, as ways
of receiving information. The supervisors indicated that information
received by reading most frequently came in the form of memos and
notes.

Kinds of Information Supervisorg Receive in Communications
' Figures 35, 'i6,..Tables 35, 36) Assertions (listed as a group of

communications skills) ranked as the kind of information most fre-
quently received by the supervisors. Directions (listed as a group
of communications skills) ranked next in frequency according to
supervisors answering the, detailed questionnaire; questions ranked next
in frequency according to supervisors answering the condensed ques-
tionnaire. Assertions were received both by listening and reading
but most frequently by listening. Supervisors answering the de-
tailed questionnaire reported that their directions most frequently._
came from reading. Supervisors answering the condensed questiOntiaire
reported that they were most likely to receive questions by listening.

9 3
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DISTRIBUTION AND MARKETIG OCCUP\TIONS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

WAYS ,SUPERVISORS SEND COMMUNICAT IONS

TALK: 65/,

One To One__
35%

To A -Group.:

2-5 pecp le

147,

'Fe U tone

Demons t rat i or, v:
2Z

4:*

WRITE: 35 :4

80

Memos & Notes
30%

Charts /Graphs ,
Forms , Manuals ,

Work Orders

1 3%

Letters & Reports
2%..



DISTRIBUTION AND MARKETW LOLLUPATIONS

ADVISORY GROUP SUPERVISOR RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE

(-

WAYS SUPER1aR5, 'END COMMUNICATIONS

IALKL 5_9Z

,,.ONE'TO ONE . . 34%

TELEPHONE ,
, 29%

TO A GROUP: 2-5 PEOPLE 9%

DEM*TRATIONS, RADIO. 4%

.Tof 7 ,

SI

9 5

'WRITE: 31%

MEMOS & NOTES . . 21%

CHARTS/GRAPHS,FORMS
MANUALS.WORK ORDERS 6%

m
LETTERS & REPORTS . 4%



DISTRIBUTION AND MARKETING OCCUPATIONS

INDIVIDUAL ASPONSE TO SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS SEND IN COMMUNICATIONS

Assert ion_._

37Z

Diretion
2IZ

Explaration
14Z

-7>

TALK AND WRITE.

7-

7

Dcscription
5%

Question
11%

Evaluation
12%

A:;sertion: advise, opinion, propose, recommend, sell, persudde, sugi;esi.

Directon: direct, insi.fnct, order:

Evaluation: assure, apprec7'..aLe, .comp-limenc, correci, scold, reprimand.

11,C.r%'

82



D I STRIBUT I ON AND MAkKET I NG OCCUPAT I ONS

ADVISORY GROUP SUPERVISOR RESPONSE
.

TO.CONDENSED SUPERVISOR QUESTIONNAIRE

THE KINDS OF LNFORMATION SUPERVISORS SEND IN COMMUNICATIONS

ASSERTION:

DIRECTION:

EVALUATION:

TALK AND WRITE

ASSERTION .

QUESTION

EXPLANATION

DIRECTION .

EVALUATION

DESCRIPTION

I I

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECT, INSTRUCT, ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND.

Tab le 32

8 3
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DISTRIBUTION AND MARKETING 'OCCUPATIONS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS SEND IN COMMUNICATIONS

0_ TALK 65Z

Assertion
25%

Direction
117_,

Question
11%

Evaluation
10%

Explanation
8%

1 R I TE 357

Assertipn
12%

Direction
10%

Explanation
6%

Description

5%

Evaluation
2%

Assertion: advise, opinion, propose, recommend, sell, persuade, suggest.

Directioa: direct, instruct, order.

Evaluation: assure, appreciate, compliment, correct, scold, reprimand.

Figurc 33

84
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D I STR I BUT I ON AND MARKET I NG OCCUPAT I ONT

ADVISORY GROUP SUPERVISOR RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION_ _ _ _

TALK: 697

SUPERVISORS SEND IN COMMUNICATIONS

27%

WRITE: VII

12%ASSERTION . . . ASSERTION

QUESTION 15% EXPLANATION 6%

EXPLANATION 9% DIRECTION 5%

DIRECTION 7% QUESTION 14%

EVALUATION 7% EVALUATION . 2%

DESCRIPTION 14% DESCRIPTION 9%

ASSERTION:

DIRECTION:

EVALUATION:

ADVISE, OvINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECT, INSTRUCT, ORDER,

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND.

Tab le 3 3

85
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DISTRIBUTION AND MARKETING OCCUPATIONS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

WAYS SUPERVISORS RECEIVE COMMUNICATION

0 LISTEN: 60%

One To One _
.35%

Telephone
15%

To A Group:
2-5 people
10%_

(SS) READ: 40%

Memos & Notes
30%

Charts/Graphs,
Forms, Manuals
ork Orders

6%
Letters & Reports

4%

100



-DISTRIBUTION AND MARKETING.00CUFATIONS

ADVISORY GROUP SUPERVISOR RESPONSE
TO CONDENSED-SUPERVISOR QUESTIONNAIRE

WAYS SUPERVISORS RECEIVE COMMUNICATIONS

LISTEN: 67% READ: 33%

ONE TO ONE 34% MEMOS & NOTES , 19%

TELEPHONE 24% LETTERS & REPORTS , 10%

Ta A GROUP: 2-6 PEOPLE . 6% CHARTS/GRAPHS, FORMS,
MANUALS, WORK ORDERS 4%

DEMONSTRATIONS, RADIO , 3%

Tcible 34
2

87
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DISTRIBUTION AND MARKETING-OCCUPATIONS:-

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS RECEIVE IN COMMUNICATIONS

LISTEN AND READ

Evaluation
9

2%
Description

4%

r-

, Question
Assertion 10%

41%

Direction
30%

Assertion:

Direction:

Evaluation: asSure, appreciate, compliment, correct, scold, reprimand.

Explanation
13%

adviSeopinion, propose, recommend, sell, persuade, suggest.

'direct, instruct, order.

Figure 35

88
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DISTRIBUTION AND MARKETING OCCUPATIONS

ADVISORY GROUP SUPERVISOR RESPONSE
TO CONDENSED SUPERVJSOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS RECEIVE IN COMMUNICATIONS

LISTEN AND READ

'ASSE'RTION 34%

QUESTION 24%

DIRECTION ,14%

EXPLANATION

EVALUATION 9%

DESCRIPTION 5%

ASSERTION:

DIRECTION:

EVALUATION:

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST,

DIRECT, INSTRUCT, ORDER'.

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND.

89
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DISFRIBUTION AND MARKETING OCCUPATIONS
.7

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

THE KINN OF INFORMATION SUPERVISORS RECEIVE IN COMMUNICATIONS .

0 LISTEN: 60Z (Z) READ: 40%

11\1\1

Assertion Direction
29% 21%

Assertion

1" Description

Explanation

Evaluation
3%

2%

12%

, 2%

Question

Explanation
1TX

-Dire-ction

97,

Description
2;,/,

Assertion: advise, opinion, propose, recommend, sell, persuade, sn,;ge.st.

Direction: direct, instruct, order.

Evaluation: assure, appreciate, compliment, correct, 'scotd, reprimand.

90
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D I STR I WTI ON AN b KARKET I NG OCCUPAT I ONS

ADVISORY GROUP SUPERVLSOR RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS RECEIVE IN COMMUNICATIONS

51,LISTE: 67% READ: 33%

,

"
-A

. , 25% ASSERTION'
t'

19% DIRECTION 7%

9% QUESTION . . . 5%

7% EXPLANATION . . . 5%

5% EVALUATION . 4%

2% DESCRIPTION . . . 3%---

ASSERTION

QUESTION

EXPLANATION

DIRECTION

EVALUATION

DESCRIPTION

ASSERTION:

DIRECTION:

EVALUATION:

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECT, INSTRUCT, ORDER,

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, .SCOLD,
REPRIMAND;

7.e 56

91
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..C4APTR V

HEALTH OCCUPATIONS

Health employee and supervisor responses to the Occupational dommuni-
cations Skills Questionnalres are summarized in Figures,37-48-

t

Individual employee 'responses are summarized in Figures 37-42;
supervi4r responses are summarized in Figures 43-48.

Advisory Group employee and supervisor responses to.the Condensed
Occupational Communications Skills Questionnaires are summarized in
Tables 37-48.

Advisory Group employee responSes are summarized in Tables 37-42;
Advisory Croup supervisor responses are summarized in Tablet 43-48.

Individual.Employees ResHndin$,to the
Occupational Communications ills Questionnaire

(Appendix A)

)ccupational dlusters

' Auxiliary dental
Auxiliary medical
'Nursing

Job Categories

Dental assistant
Medical asSistAnt
Licensed practical nurse.

Advisory'Croup Employees Responding to the
Condensed eccupational Communioations Skills Questionnaire

(Appendix C)

Occupational_,Clusters

Auxiliary dental

Auxiliary medical

Nursing

Job Categories

Dental hygienist, Receptionist,
- -

'Dental assistant, -

Medical assistant, Secretary/-
bookkeeper, Receptionist

Licensed practical nurse

Analysis of Questionnaire Responses
,

Ways Employees-Send Commtinications (Figure 37, Tab1e'37) Health
Occupations emploYees answering both74uestionnaireS gave information
most frequently by talking. Talking to one-sperson face-to-face was
the most frequent way of giving infprmation. When writing was used
to give information, these employees used memos-and"notes more fre-
quently than any other form of written communication. Very little
writing as a means of sending communications was reported in the
health-field and where it did occur there was little correlhttan
tween what the individuals reported and what adyisofy groupG repored.

Kinds of Information Employees Send in Communications (Eiguces 38, -4

39 Tables 38,-39) Health Occupations employees4ndicated thar.i.isser-
dons (advice, opinions, etc.), directions (directiops,-instructions,
order's), evaluations (assurance, appreciation, etc.') and questions
were, the kinds of information given most frequently. This information
was given most frequently by talking.

92



)

s.?

Ways Em2loyees Receive Information ( Fi_apre 40, Table 40) Employees
answering both questionnaires received information most frequently
by listening. Listening to one person facf-to-face was the most
frequent way of receiving communications% Listening to One person
face-to-face and Listening to demonstrations and radio were the most
frequent ways of -listening Tor information. When reading was used
to receive information, these emplo ees read memos and notes more
frequently than other written commi ications.

Kinds of Information. Employees Receive in Communications (Figures 41,,
42, Tables 41 42) The questionnaire responses indicated that direc-.
tions, assertions and questions were the kinds of information received'
most frequently-by these employees. This information was received
most frequentty by lisceni,ng.

1 07

93



HEALTH ,OCCUPATIONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

WAYS EMPLOYEES SEND COMMUN I CAT ONS

TALK: 85`, WRITE: 15%

One To One

5 ..17,

Te 1 e phone

13%

Memos. ,& No tes

10%
Charts/Gra'phs ,

Forms , Manuals ,

Wo rk Orde rs

3%

Letters & Reports
2%

Demons:Lrations , Itad io_,

l 1%

To A Group : 2-5 peop le

8%

Fymrr
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HEALTH OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

WAYS EMPLOYEES SEND COMMUNICATIONS

TALK: 76%

ONE TO ONE 33%

DEMONSTRATIONS, RADIO 18%

TELEPHONE 14%

TO A GROUP: 2-5 PEOPLE . 11%

9 5

109

C.7

WRITE: 24%

MEMOS g NOTES. 13%

CRARTS/GRAPHS, FORMS
MANUALS, WORK ORDERS 3%

LETTERS & REPORTS, 3%



HEALTH OCCUPATIONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES SEND IN COMMUNICATIONS

Assertion
25%

Direction
22%

Evaluation
20%

TALK AND WRITE
Description

6%

Explanation
13%

Assertion: advise, opinion, propose, recommend, sell, persuade,

Direction: diroct, instruct, order.

Evaluation assul., appreciate, compliment, correct, scold, reprimand.

Question
14%

uggest.

14101 38
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HEALTH OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES SEND IN COMMUNICATIONS

TALK AND WRITL

ASSERTION 22%

QUESTION 20%

DIRECTION . 19%

EXPLANATION . 19%

EVALUATION 13%

DESCRIPTION . . 7%

ASSERTION: ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST,

DIRECTION: DIRECT, INSTRUCT, ORDER.

---_EVALUATIONASS-URE,- APPRECIATE-,--COMPLIMENT,- CORRECT, SCOLD,
REPRIMAND.

Tabl:-?. 38

97
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HEALTH OCCUPATIONS ..

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

YrIE_KINDS. OF INFORMATION EMPLOYEES SEND IN COMMUNICATIONS

(1) TALK: 85%

Assertion
20%

Direction
20%

Evaluation
19%

Question
12Z

Explanation
10%

Description
4%

WRITE: 15%
Assertion

5%

Explanation
,1 3%

1 Direction

2%

Question
2%

Description
2%

--Evaluation
'1%

Asertion:. advise, opinion, propose, recommend, sell,. persuade, suggest:.

Direction: direct, inst.ruct, order.

-apvieciatc-, compliment,.6)t-iWi., scold,- reprimand.

:"'": 'up' 3:i(.!_i
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HEALTH. OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES SEND IN COMMUNICATIONS

TALK: 76% WRITE: 24%

ASSERT!ON 19% DIRECTION 6%

QUESTION . 14% QUESTION . , . , 6%

EXI)LANATION 14% EXPLANATION . . 5%

DIRECTION 13% ASSERTION 3%

EVALUATION 11% EVALUATION . . 2%

DESCRIPTION . 5% DESCRIPTION . . . 2%

ASSERTION: ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECIIION: DIRECT, INSTRUCT, ORDER.

EVALUAT tONSSJREjPPRE Cl ATE-CO M EL IVENT,--COR RE-UT COUD7
REPRIMAND.

71) 39
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HEALTH OCCUPATIONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

WAYS EMPLOYEES RECEIVE COMMUNICATION

0 LISTEN: 78%

One To One
59%

Demonstrations, Radios
8%.

Telephone

READ: 22%

Memos & Notes

4\\I\
5%

Charts/Graphs,

12%
Letters & Reports

Forms,_Manuals,
Work Orders

0
'5%

%b

6%
To A Group: 2-5 people

5%

1 I

F1gure 40
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HEALTH OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

WAYS EMPOYEES RECEIVE COMMUNICATIONS

LISTEN: -73%

3b%ONE TO ONE

DEMONSTRATIONS, RADIO . 17%

TELEPHONE 12%

TO A GROUP: 2-5 PEOPLE . 10%

READ: 27%

CHARTS/GRAPHS, FORMS
MANUALS, WORK ORDERS 12%

MEMOS & NOTES .11%

LETTERS & REPORTS , . 4%

1 1 5

Tab le 40
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HEALTH OCCUPATIONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

THE-KINDS-OF INFORMATION EMPLOYEES RECEIVE IN COMMUNICATIONS

Direction
,.33%

Assertion
21%

Desdription
14%

` 1

LISTEN AND READ -

Explanation
7%

Evaluation

12%

9uesticn
13%

Assertion: Advise, opinion, propose, recommend, sell, persuade, suggest,

Direction: direct, instruct, order.

Evaluation: assure,-a0preciate,

Figure 41
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HEALTH OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES RECEIVE IN COMMUNICATIONS

LITEN AND READ

DIRECTION 22%

QUESTION 22%

ASSERTION . 20%

EVALUATION . 13%

EXPLANATION , 12%

DESCRIPTION . . 11%

ASSERTION: ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECTION: . DIRECT, INSTRUCT, ORDER,

EVALUALIIMU -ASSURE#4ARPRECLATE, COMPLIMENTTGORREC-TiS.COLD.-
REPRIMAND.

.
Tab 1e7 4 1.
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HEALTH OCCUPATIONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES RECEIVE IN COMMUNICATIONS

LISTEN: 73Z

Direction
25%

Assertion
19%

Question
10%

Evaluation
10%

READ: 22%

Direction
8%

N\ Description
5%

Question
3%

Explanation
1' 2%

Evaluation
2%

sertion
2%

Description
9%

Explanation
5%

Assertion: advise, opinion, propose, recommend, sell, persuade, suggest.

Direction: direct, instruct, O'rder.

ass.ureT=appTeaterv-eamp-14men-t,T=co-nrectcoiAT==rcp,r-Lmarid.

Fiuurc

104
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HEALTH OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES RECEIVE IN COMMUNICATIONS ,

, LISTEN: 73% READ: 27%

QUESTION 18% 9%DIRECTION

ASSERTION 15% ASSERTION .5%

DIRECTION 13% DESCRIPTION 5%

EVALUATION
,

11% QUESTION . . . 4%

EXPLANATION 10% EXPLANATION 2%

DESCRIPTION 6% EVALUATION 2%

ASSERTION: ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

.

DIRECTION: DIRECT, INSTRUCT, ORDER. :

EVALUAII=ASSUREL_AERRECIATE, COMELIMENTJ CORP-CT, SCOLD.,
REPRIMAND.

Tab ie 42
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Individual Supervisors Responding to the
Occupational Communications Skills Questionnaire._

(Appendix B)

Occupational Clusters Job Categories

Auxiliary dental
Auxiliary medical.
NUrsing

Receptionist
Office Maiiager
Registered nurse

_Advisory Group Supervisors Responding to the
Condensed Occupational CommUnications Skills Duestionnaire

(Appendix D)

Occupational Clusters Job Categories

Auxiliary dental

. AuXiliary medical

Nursing

Owner, Manager, President

Registered nurse, Adminis-
trator, Supervisor

Registered nurse; head nurse

Analysis of Questionnaire Responses
C.

Ways Supervisors Send Communications (Figure 43,, Table 43) Health
Occupations supervisors answering both questionnaires gave informa-.
tion most frequently by talking. Talking to one person face-to-faCe
(34%) and talking by telephone were the most frequent ways of trans-
mitting Communications. When writing was used to give information,

' these supervisors used memos and notes more frequently than any:
other form oE. writte6 communication..

Kinds of Information Supervisors Send .n Communications (Figures_44,
45, Tables 44,.45) -Assertions (advice, opinions, etc.) and direc-
tions (directions, instructions, orders) were the kinds of informa-
tion given most frequently by the supervisors. This information
was given by both talking and writing. Supervisors in both ,the
auxiliary dental and auxiliary medical clusters ask questions more
,frequently.than any other kind of communication. Nursing supervisors
report giving explanations more fiequently than any other kind of
communication.

Ways Supervisors Receive Communications (Figure 46, Table 46) Super-
visors answering both questionnaires received information most.'fre-
quently.by listening- Listening to one person face-to-face.was the
most frequent way, of receiving information. Listening by telephone
ranked next in frequency as a way of listening for information.
When reading waS used to receive information, the supervisors read

memos-----and---notes-,more-rf-requerrtlytharrrany,-o-ther-writ teti CommuhTca-
tions (over 50% of Ehe responses).
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Kinds of Information SuperviSors Receiye in Communications. (Figures
47, 48, Tables 47, 48) Assertions, questions,and directions were
the kinds of information received most frequently bY the.superVisors.
This information was received most frequently-by listening The:
single kind o communications dealt with by health occupations
supervisors were questions.



HEALTH OCCUPATIONS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

WAYS SUPERVISORS SEND CONDIUNICATIONS

(:) TALK: 737.

One To One
38%

:MITE: 27Z

\\A
Memos

Forms, Manuals
Charts/Graphs,

Notes
19%

b LAW
ork Orders

7%

11141

Letters &
Reports,

1%

441F
To A-Group: 2-5 people'

14% N

-Telephone
12%

Demonstrations, Radio.
9%

Figure 43.



HEALTH OCCUPATIONS

ADVISORY GROUP. SUPERVISORS RESPONSE
TO .CONDENSED-SUPERVISOR-QUESTIONNAIRE---

HAYS SUPEBVJSORS SEND COMMUNICATJQNS

TkLK:ZZZ WRITE: 28%

ONE TO ONE 34% MEMOS & NOTES 19%

TELEPHONE 17% CHARTS/GRAPHS, FORMS
MANUALS, WORK ORDERS 6%

TO A GROUP: 2-5 PEOPLE 12%
LETTERS & REPORTS 3%

DEMONSTRATIONS, RADIO . 9%

Table 43
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- HEALTH OCCUPATIONS

INDIVI6UAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS SEI4b IN COMMUNICAyONS

Assertion
33%

-Direction
23%

Question
16%

TALK AND WRITE
Description

6%

Evaluation
8%

Explanation'

14%

Assertion: advise, opinion, propose, recommend, sell; persuade, suggest.

Direction: dirt, instruct, oxder.

Evaluation: assure, appreciate, compliment, correct, scold, reprimand.

Figurc 44
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HEALTH OCCUPATIONS

ADViSORY GROUP SUPERVISORS_RESPONSE___
TO CONDENSED SUPERVISOR QUESTIONNAIRE

THE KINDS OF, INFORMATION SuPERVISORS SFND IN COMMUNICATIONS

ASSERTION:

DIRECTION:

EVALUATION:

TALK AND WRIT&,

ASSY.RTION .-26%

DIRECTION . . 23%

QUESTION . 17%

EXPLANATION . 17%

EVALUATION
. 14%

DESCRIPTION . 3%

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST:

DIRECT, INSTRUCT, ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCO
REPRIMAND.

Table 44
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HEALTH OCCUATIONS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS SEND IN COMMUNICATIONS

0 TALK L____737,

Assertion
27%

Direction
15%

Question
14%

Explanation
11%

Evaluation
5%

Description
I%

WRITE: 27%

D:rection
8%

'Ilit
Assertion

6%

11 "i:

Description

Evaluation
5%

r ** IA Explanation
3%

vAL 11. yok.a. 3%k6AAN04160 Question
2%

Assertion: advise, opinion, propose, recommend, sell, persuade, suggest.

Direction: direct, instruct, order.

Evaluation: assure, appreciate, compliment, correct, scold, reprimand.

Figure 45
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HEALTH OCCUPATIONS

-ADVISORY-GROUP-SUPERVISORS-RESPONSE---
TO CONDENSED SIDERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS SEND IN COMHUNICATIONS

TALK: 72% WRITE: 98%

ASSERTION 17% ,ASSERTION Oa

DIRECTION i5% DIRECTION 8%

QUESTI-ON Pi% EXPLANATION , I I I 5%

EXPLANATION 12% QUESTION 3%

EVALUATION 12% 'EVALUATION . . . . 2%

DESCRIPTION 2% DESCRIPTION . . 1%

ASSERTION:

DIRECTION:

EVALUATION:

kDVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECT, INSTRUCT, ORDER.

ASSURE:. APPREICATE, COMPLIMENT, CORRECT, SCOLD, ,

REPRIMAND.



HEALTH OCCUP AT I ONS

I NDI VI DUAL RESPONSE TO SUPERVI SOR QUEST I ONNAI RE

WAYS SUPERVISORS RECEIVE COMMUNICATION

One To One
39%

'Telephone
14Z

(ss) READ : 33Z

Memos & Notes
19%,

Charts/Graphs,
Forms, Manuals,
Work Orders

9%

To A Group 2-5 people
10%

Demonstrations,_Radio
4%
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HEALTH OCCUPATIOAS

ADVISORY GROUP SUPE.RVJSOR$.. .RESPONSE
0 CONDENSED SUPERVISOR QUESTIONNAIRE.

WAYS SUPERVISORS RECEIVE COMMUNICATIONS

j"--3

READ: 317.LISTEN: 69%

.

ONE TO ONE 36% MEMOS & NOTES , . , 19%

TELEPHONE ..... . 18% LETTERS & REPORTS . 7%

TO A GROUP: 2 5 PEOPLE
. 10% CHARTS/GRAPHS, FORMS,

MANUALS, WORK ORDERS 5%
DEMONSTRATIONS, RADIO . . 5%
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HEALTH OCCUPATIONS

INDIVIDUAL RESPONSE TO-SUPERVISOR QUESTIONNAIRE

TrIE KINDS OF INFORMATION SUPERVISORS RECEIVE IN COMMUNICATIONS

Assertion
30% .

Direction
27%

LISTEN AND READ

-22%

Explanation

Description
7%

Evaluation
8%

Assertion: advise, opinion, propose, recoMmend, sell, persuade, suggest.

Direction: direct, instruct, order.

Evaluation: assure, appreciate, compliment, correct, scold, reprimand.
. c

Figure 47
-^
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HEALTH OCCUPATIONS

ADVISORY GROUP SUPERVISORS RESPONSE
TO CONDENSED SUPERVISOR-QUESTIONNAIRE

THE KINDS OF INPORMATION SUPERVISORS RECEIVE IN COMMUNICATIONS

ASSERTION:

DIRECTION:

EVALUATION:

LISTEN AND READ ,

QUESTION 29%

ASSERTION . 23%

DIRECTION . 16%

EXPLANATION- 14%

EVALUATION . 13%

tk DESCRIPTION 5%.

ADVISE, OPINION, PERSUADE, RECOMMEND,,SELL.
PROPOSE, SUGGEST.

DIRECT, INSTRUCT,-ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND.

Table 47
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HEALTH OCCUPATIONS

INDIVIDUAL RESPONSE TO SUPERVISOR QUE5TIONNAIRE

THE KIND:3 OF INFORMATIO N SJPERVISORS RECEIVE IN COMMUNICATIONS .

0 LISTEN: 67%

1ssertion
19%

'19%

Direction
18%

Evaluation
4%

Description
_ ... .... .....

-4%

Explanation
-3%

e READ:. 33;1:

Assertion
11%

Direction
9%

Evaluation
4%

Question
3%

Explanation
3%

Description
3%

Assertion: advise, opinion, propose, recommend, sell, persuade, suggest.

Direction: direct, inStruct, order.

Evaluation: assure, appreeiate, compliment, correct, scold, reprimand.

' Figum 43
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HEALTH OCCUPATIONS

ADYJ SORY_GRO UP. SUPERVISORS RESPONSE
TO CONDENSED, SUPERVISOR QUEST I ONNAI RE

THE KINDS OF INFORMATION SUPERVISORS RECEIVE IN COMMUNICATIONS

LISTEN: 69% READ: 31%

QUESTION 22% DIRECTION 8%

ASSERTION 17% QUESTION 7%

EXPLANATION 10% ASSERTION 6%

EVALUATION 9% EXPLANATION

DIRECTION 870 EVALUATION . 4%

DESCRIPTION 3% DESCRIPTION . . 2%

ASSERTION:

DIRECTION:

EVALUATION:

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECT, INSTRUCT, ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND.

Table 4,1
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CHAPTER VI

HOME AND FAMILY LIFE OCCUPATIONS

Home and Family Life employee and supervisor responses to the Occu-
pational Communications Skills Questionnaires are summarized in
Figures 49-60.

Individual employee responses are summarized in Figures 49-54;
Individual supervisor responses are summarized in Figures 55-60.

_

--
Advisory Group emOloyee.and supervisor responses to the,Condensed

.Occupational Communications Skills Questionnaires are summarized.
in Tables 49-60.

Advisory Group employee responses are summarized in Tables 49-54;
Advisory Group supervisor responses are summarized in Tables 55-60.

Individual Employees Responding to the
Occupational Communications Skills Questionnaire

(Appendix A)

Occupational Clusters

Child development
Community. Organization

' Social service/Casework

Advisory Group Employees Responding to the
Condensed Occupational Communications §kills Questionnaire

(Appendix C)

Job Categories

Teacher
Homemaker II
Social service person

Occupational Clusters

Community organization

Social service/Casework

Job Categories

Housing coordinat&r, Child
care worker, Student, Pre-
-Tetirement-planning ..... -L- ....

Counselor, Volunteer, Student

Analysis of Questionnaire Responses
-

Ways Employees Send Communications (Figure 49, Table 49) Home and
Family Life employees answering both questionnaires gave information
most frequently by talking. Talking to one person face-to-face was
the most frequent way of giving information. Just talking to.one
person face-to-face and talking by telephone combined, account for
over 55% of the total ways of sending communications and three-
quarters of the oral communications are in this category. When
writing to give information, the employees reported the use of memos
ar.d notes in more than 75% of the responses where written communi-
cations were used. There was a noticeable consistency in the Home
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and Family Life section as to the ways,employees send communications.
Employees involved in social service casework tended to communicate
orally substantially more than those eMployed in child development
or community seryie organization occupations.

Kinds of Information Employees Send in Communications (Figures 50,
51, Tabljs 50, 51) Assertions (advice, opinions, etc.), evaluations
(assurance, appreciation, etc.) and questions were the kinds of
information given Most frequently by the employees. This informa-
tion was given most frequently by talking. Communications that deal

_.w.ith_explanatiOns and questions_p4Ttiovlarlyi.iere ranked predomi-
nantly among Home and Family Life employees who responded to the
questionnaire.

Ways Employees Receive Communications (Figure 52, Table 52) Employ-
ees answering both questionnaires in HoMe and Family Life received
information most frequently by listening. Listening to one person
face-to-face was the most frequent way of receiving information.
Listening by telephone ranked next in frequency as a way of listen-
ing for information. When reading was used to receive information,
the employees read memos and notes more frequently than any other
written communications. There was a spread of 39 percentage points
between the employe s responses in community organizations and
exmployees responses in social service casework in the receiving of
oral communications.

Kinds of Information Employees Receive in Communications (Figures 53,
54, Tables 53, 54) Asse'itions, evaluations and questions are the
kinds of information received most frequently by the employees.
Employees answering the detailed questionnaires received this infor-
mation with 'almost equal frequency by both listening and reading,
but employees answering the condensed questionnaires received this
information most frequently by listening. There is a considerable
discrepancy between the individuals reporting and the advisory
groups as far as the kinds and amount of communications received by
listening as contrasted to reading. Individuals reported twice as
much reading as did the advisory group.
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HOME AND FAMILY LI FE 'OCCUPATIGNS

I NDI V I DUAL_ RESPONSE TO EMPLOYEE QUEST IONNAI RE

1 ALK 80%

One To One
44%

WAYS EMPLOYLES SENIi COMMUN I CAT LONS

WR I TE 20%

Telephone
16%

To A Group: 2-5 people
1.4%

Demonstrations, Radio
6%

Membs. & Notes
,14%

Letters & Reports
3%

Charts,- Graphs,'
Forms, Manuals,
Workj)rderS

. 3%

11
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HOME ANDAMILY LIFE 06CUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

WAYS EMPLOYEES SEND COMMUNICATIONS

TALK: 75%

35%

,, WRITE: 25%

ONE TO ONE MEMOS & NOTES . . .

TELEPHONE 217; LETTERS & REPORTS . . 7%

TO A GROUP: 2-5 PEOPLE . 17% CHARTS/GRAPHS, FORMS,
MANUALS, WORK ORDERS 1%

DEMONSTRATIONS, RADIO . . 2%
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HOME AND FAMILY LIFE OCCUPATIONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES SEND IN COMMUNICATIONS

TALK AND WRITE

Description
9%

Assertion Direction
32% c ^

10%

Evaluation

28%

Question
11%

Explanation

10%

v.

Assertion: advise, opinion, propose, recommend, sell, persuade, suggest.

Direction: direct, inseruct, order.

Evaluation: assure, appreci.ate, compliment, correct, scold, reprimand.

177;gure
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HOME AND FAMILY LIFE OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES SEND IN COMMUNICATIONS

TALK AND WRITE

ASSERTION . 36%

QUESTION . 20%

EVALUATION . 15%

EXPLANATION . 13%

DESCRIPTION . 9%

DIRECTION . . 7%

ASSERTION: ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECTION: DIRECT, INSTRUCT, ORDER.

EVALUATION: ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND.

Table 50
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HOME AND FAMILY LIFE OCCUPATIONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE.

THE KINDS OF INFORMATION EMPLOYEES. SEND IN COMMUNICATIONS

(2) TALK: 80%

Assertion
26%

Evaluation
22%

Question
9%

Explanation
9%

Direction
8%

Description
6%

WR I fE 20%

Asertion: advise, opinion, propose, recommend, sell, persuade,

Direction:. direct, instrua,

it: 1 I I It t : tj p i .1! t , ("Cti..11) I i mon , s co 1 (1

4

F-fiw:: 62
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ASsertion
6%

Evaluation
6%

Description
1 3%

.Direction
2%

I Question
2%

Explanation
1%



HOME AND FAMILY LIFE OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION/EMPLOYEES SEND IN COMMUNICATIONS

TALK: 75% WRITE: 25%

ASSERTION . . . 29% ASSERTION 7%

QUESTION 18% DIRECTION 4%

EVALUATION 11Z EXPLANATION . . 4%

EXPLANATION 9% EVALUATJON 4%

DESCRIPTION
,. .

5(A; DESCRIPTION . 47

DIRECTION 3% QUESTION 2%

ASSERTION:

DIRECTION:

EVALUATION:

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECT, INSTRUCT,. ORDER

ASSURE, APPRECIATE; COMPLIMENT, CORRECT, SCOLD,
REPRIMAND.

Tab 14.3
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HOME AND _FAMI LY LI FE OCCUPATIONS

I ND I VI DUAL RESPONSE TO EMPLOYEE QUESTI ONNAI RE

WAYS EMPLOYEES RECEIVE COMMUNICATION

LI STEN : 56%

One To One
34%

Telephone,

C.;

READ: 44%

ki\1111

ChartstGraphs
Forms, Manuals

22%
Memos & Notes

,

Work Orders
13%

Lettcrs & Reports

To A Croup: 2-5 people
9%

Demonstrations Radio
2% ,
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HCIME AND FAMILy LIFE OCCUPATIONS

YIP

ADYISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

WAYS EMPLOYEES RECEIVE COMMUNICATIONS

LISTEN: 78% READ:- 22%

.ONE TO ONE ... 36% MEMOS & NOTES . .

TELEPHONE 21 CHARTS/GRAPHS, FORMS.
MANUALS, WORK ORDERS' 8%

TO A GROUP: 2-5 PEOPLE 17%'
LETTERS & REPORTS 3%

-DEMONSTRATIONS, RADIO 4%
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HOME AND FAMILY LIFE OCCUPATIONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATLON EMPLOYEES RECEIVE IN COMMUNICATIONS

Assertion
29%

Evalbation
22%

-Direction
21%

LISTEN AND READ

Description.,

5%

Question
11%

Explanation
12%

Assertion: advise, opinion, propose, recommend, sell, persuade, suggest.

Direction.: direct, instruct, order.

Evaluation: assure, appreciate, cOmpliment, correct, s-cold, reprimand.

-

FE_Eir 53
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HOME AND FAMILY LIFE OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

-V

THE KINDS OF INFORMATION EMPLOYEES RECEIVE IN COMMUNJCATIQNS

LISTEN AND READ

ASSERTION 28%

QUESTION 214%

DIRECTION 16%.

EXPLANATION . 15c/c:

EVALUATLON . 10%,_

DESCRIPTION . .

ASSERTION: ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPO§E, SUGGEST.

DIRECTION: DIRECT, INSTRUCT, ORDER.

EVALUATION: ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD.
'REPRIMAND.

Tab le 53
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HOME AND FAMILY.LIFE OCCUPATIONS
-

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE\

THE KINDS OF INFORMATION EMPLOYEES RECEIVE IN COMMbNICATIONS

0 READ: 44%Q. LISTEN: 56%

,

13%.f

Evaluation

Direction

,

Evaluation
16%

Assertion

,
Direction

11%

--

Explanation
5%

6%

Question
7%

Explanation
7%

Description

Question

4'

4%

Description
3%

2%

Assertion:

Direction:

advise,

direct,

opinion, propose

instruct, order.

recommend, sell, persuade, suggest,.

Evaluation: assure, appreciate; compliment, correct, scold,. reprimand.,!,

Figure 54
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HOME AND FAMILY LIFE OCCUPATIdNS

4

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES, RECEIVE IN COMMUNICATIONS
.

LISTEN: 78% READ: 22%

ASSERTION 22% ASSERTION 6%

QUESTION -20% DIRECTION 6%

EXPLANATION 12%- QUESTION . . . t , 4%

DIRECTION 10% EXPLANATION 3%

.EVALUATION 9% DESCRIPTION 2%

DESCRIPTION 5%,' EVALUATION I%

DIRECTION:

EVALUATION:

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE)-SUGGEST.

DIRECT, INSTRUCT, ORDE-R--,

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND,

Table 54
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Individual Supervisors Responding to the
Occupational Communications Skills Questionnaire

(Appendix B)

Occupational ClUsts

Child developmnt
Community organization
Sotial service/Casework'

Job Categories

Supervisor
Casework supervisor ,

Social serVice
coordinator

Advisory Group Supervisors Responding to the
Condensed Occupational Communications Skills Questionnaire

(Appendix D)

Octupational Clusters

Community organization

Social service/Casework

Job Categories

Director, Co-director,
Executive directbr,
Community resource
coordinator

Director of counseling,
Director, Supervisor

Analysis of Questionnaire Responses

Ways Supervisors Send Communications (Figure 55, Table 55) Home
And Family Life supervisors answering both questionnaires gave
information most frequently by talking. Talking to one person
fice-to-fiCe was ehe most trequent way-of-presepting communiCations.
Nearly one-third of the time supervisors delivered communications'
in this manner. Oral communication was indicated in 757, of-the
responses. (fterioral communication was reported, one-to-one com-.
mmnication was said to be used 45% of the time.) When vriting was
used to give information, the supervisors used memos and notes and
letterq and.reportq more frequently than any other form of written
communication.

Kinds of Information.Supervisors Send.in Communications (Figures 56,
57, Tables 56, 57) Assertions (advice, opinions, etc.) questions,
evaluations (assurance, appreciation, etc.) and directions (direc-
ions, instructions, orders) were the kinds, of infotmatiOn given
most frequently by the !,uperviSors. Supervisors answering the_con-'
densed questionnaire askee luestions most frequently bY talkin
but assertIons.and directions were given,,by both talking and-writing.
Supervisors answering the detailed questionnaires gave this infor-
mation most frequently by talking.

Ways Supervi6ors Receive Communications (Figure 58, Table 58)
Supervisors in Home and Family Life answering both questionnaires
received information most frequently by listening. Listening to
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IJ.

one person face-to-face was the most frequent way of receiving
inforMation.; however, the telephone is used more than other oral
means of communication except face-to=face -in the clusters' of
child development and social service casework. When reading was
used to receive informationupersiors read memos and notes more
frequently than any other wriCten communications.

Kinds of Information Supervisors Receive in Communications
Figures 59, 60, Tables 59, 60) Questions and assertions (advice,..
opinions, etc.) were the kinds of informatioh received Most fre-
ently.by these supervisors. The supervisors received questions

more frequently than'any bther single kind of information. ,This
information was received most frequently by listening.

1 4 9
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.HOME AND FAMILY LIFE OCCUPATIONS.'

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAI,RE
, 1 = t

WAYS SUPERVISORS SEMI) COMMUNICATIONS

TALK: 71%

One TO One
36%

To A Group:

22%

Telephone
13%

1

\
WRITE; 29%

Memos & Notes
10%

- Letters & Reports

6%
Charts/Graphs,
Fo rms , Manua ls ,

Work Orders
' 4%

1 5 0

Figure 65
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HOME AND FAMILY LIFE OCCUPATIONS

ADVISORY GROUP SUPERVISORS RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE

WAYS SUPERVISORS'SF;7 COMMUNICATIONS

TALK: 73% WRITE: 42%

ONE TO ONE 33% MEMOS & NOTES 17%
,

TELEPHONE 22% -LETTERS & REPORTS 6%

TO A,GROUP: 2-5 PEOPLE 16% CHARTGRAPHS, FORMS.
MANUA S. WORK ORDERS 4%

bEMONSTRATIONS, RADIO. ;2%

0

Table 55
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HOME AND FAMILY LIFE OCCUPATIONS

INDIVIDUAL RESPONSE TO. SUPERVISOR QUESTIONNAIRE

TdE KLNDS OF INFORMATION SUPERVISORS SEND IN COMMUNICATIONS

Assertion
22%

Question
20%

TALK AND WRITE

Evaluation
20%

Description
7%

DirecEion
14%

Explanation
17%

Aszion: advise, opinion, propose, recomthend, sell persuade, suggest.

Direction: direct, instruct, order.

Evaluation: assure, apprecaLe, compliment., correct, s:lold, rcTrimand.

Figure 5(3
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HOME AND FAMILY LIFE OCCUPATIONS

4

A6VISORY GROUP SUPERVISORS RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS SEND IN COMMUNICATIONS*,

TALK AND WRITE

ASSERTION 31%

-QUESTION 17%

DIRECTION 16%

EVALUATION 15%

EXPLANATION ' 13%

DESCRIPTION 3%

ASSERTION:

DIRECTION:

EVALUATION:

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL.
PROPOSE, SUGGEST.

DIRECT, INSTRUCT, ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND.



HOME AND FAMILY LIFE OCCUPATIONS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS SEND IN COMMUNICATIONS

TALK 71%

Question .

17%

Evaluation-.

16%

Assertion
15%

Explanation
13%

Direction
8%

Description
2%

11RITE: 29%

Assertion
7%

Direction
5%

Question
5%

Explanation
5%

Evaluation
5%

Description
2%

Assertion: advise, opinion, propose, recommend, sell, persuade, suggest..

Direction: direct, instruct, order.

Evaluation: assure, appreciate, compliment, correct, scold, reprimand.

Figure 57
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.HOME AND FAMILY LIFE OCCUPATIONS.,

ADVISORY GROUP SUPERVISORS RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS SEND IN COMMUNICATIONS

ASSERTION,

EVALUATION

QUSTION

DIRECTION

EXPLANATION

DESCRIPTION

ASSERTION:

DIRECTION:

EVALUATION:

TALK: 737 WRITE: 97%

22% ASSERTION . . I. 9%

14% DIRECTION 77

14% EXPLANATION 47

9% QUESTION 3%

9% DESCRIPTION 3%

5% EVALUATION 17,i

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECT, INSTRUCT, ORDER.'

ASSURE, APPRECIATE, COMPLIMENT, CORRECT,.SCQLD,
REPRIMAND.

Table 57

141

155



HOME AND FAMILY LIFE OCCUPATIONS

I ND I VI DUAL RESPONSE TO SUPERVI SOR QUEST I ONNA I RE

WAYS SUPERVISORS RECEIVE COMMUNICATION

L I STEN 69%

One To One
37%

To A Group:
2-5 pcople

177,

Telephone
15%

READ: 31%

1 5 (i

12,-;.uro,

1.42

Memos & Notes
16%

Letters & Repo7ts
8%

Charts/Graphs,
Forms, Manuals,
Work Orders

7%



HOME AND FAMILY LIFE OCCUPATIONS

ADVISORY GROUP SUPERVISORS RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE-.

WAYS SUPERVISORS RECEIVE COMMUNICATIONS

LISTEN: 74%, READ: 26%

ONE TO ONE 31/0 MEMOS & NOTES . . 16%

TELEPHONE 26% LETTERS & REPORTS . 8%

TO A GROUP: 2-5 PEOPLE . 15% CHARTS/GRAPHS, FORMS,
MANUALS, WORK ORDERS 2%

DEMONSTRATIONSJ . 2%

Table 58
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HOME-AND FAMILY LIFE OCCUPATIONS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

THE KINDS OF hJFORMATFON SUPERVISORS RECEIVE IN,COMMUNICATIONS

Question
25%

Assertion
22% ,

Explanation
16%

LISTEN AND READ

Ivaluation
10%

Description
12%

.Direction
15% '

Assertion; advise, opinion, propose, recommend, sell, persuade, suL;gest.

Direction: direct, instruct, order. ,

I

Evaluation: assure, appreciate, comptimenc, correct', scOld, reprimand.

FEjurc

158
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HOME AND FAMILY LIFE OCCUPATIONS

ADVISORY GROUP SUPERVISORS RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS RECEIVE IN COMMUNICATIONS

ASSERTION:

DIRECTION:

EVALUATION:

LISTEN AND READ

ASSERTION ,

QUESTION

EXPLANATION

DIRECTfON

EVALUATION

DESCRIPTION . I

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECT, INSTRUCT, ORDER,

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND.

T ai)

145
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HOME AND FAMILY LIFE OCCUPATIONS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

THE KINO3 OF INFORMATION SUPERVISORS- RECEIVE IN COMMUNICATIONS

LISTEN: 69Z

Question
20Z

As,;ortion

167.

Explanation
In

READ: 31%
Direction-

7% -

Description
7%-

Assertion
6%

Ai% Explanation

Evaluation

4%,

2%

Question
5%

Direction

Evaluation
8%

Description
5%

AsserLion: advise, opinion, propose, recomiend, sell, persuade, sugi.:,est.

Direction: d.irect, instruct, order.

EvaluaLion: ass u i t coinp i t , co rrcc t co d re r n:and .

F!.7:1:0, r

146
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HOME AND FAMILY LIFE OCCUPATIONS

ADVISORY GROUP SUPERVISORS RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE,

THE KINDS OF INFORMATION SUPERVISORS RECEIVE IN COMMUNICATIONS
t.

LISTEN: 74Z READ: 26%

307, ASSERTION 10%

23% QUESTION

10% DIRECTION . 4%

. LIZ tEXPLANATION . , 37,

4% EVALUATION . . 2%

)A,
-,,,

;11.DESCRIPTION , I I I

A$SERT1ON

QUESTION

EXpLANATION

DIRECTION

EVALUATION

DESCRIPTION

ASSERTION:

DIRECTION:

EVALUATION:

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, $UGGEST.

DIRECT, INSTRUCT, ORDER.

'ASSURE,. APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND.'

Table 60

14 7
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CHAPTER VII

TECHNICAL OCCUPATIONS

Technical employee and supervisor responses to the Occupational
Communications Skills Questionnaires are summarized in Figures 61-72.

Individual employee responses are summarized in Figures 61-66;
Individual supervisor responses dre summarized in Figures 67-72.

Advisory Group employee and supervisor responses to the Condensed
Occupational Communications Skills Questionnaires are summarized
in Tables 61-72.

Advisory'Group employee responses are summarized in Tables 61-66;
Advisory Group supervisor responses ere summarized in Tables 67-72.

Indliridual Employees Responding to the,-
Occupational Communications Skills Questionnaire

(Appendix A)

Occupational Clusters

Data Processing
Electrical
Electrical technblogy

Job Catesories

Empos operator
Electrical apprentice
Layout operator

Advisory Group Employees Responding to the.

CondenSed Occupational Communications Skills Questionnaire
(4pendix O)

Occupational Clusters

Data processing

Eledtrical

Job Categories

Data base designer,
Micromation lead, Key-
punch lead, PDC audi-
tor, computer operator,
Clerk
Apprentice

Analysis to Questionnaire Responses

Ways Employees Send Information in Communications (Figure 61,
Table 61)

,Technical employees answering both vestionnaires gave
in,tormation most frequently by talking. Talking to one person face-
to-face was the most frequent way of giving information, butthe
telephone was also used,frequently. Whed writing was used to give
information, these employees used memos and notes more frequently
than any other form of written-communication. ,AlthoUgh the ways
employees in technicak fields communicate is relatively consistent
with other fields, employees in the electronics job cluster indicated
that there is very little communication done through writing.

162.
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Kinds of Communications Sent by Employees, Figures 62, 63
Tables 62, 63) Assertions (advice, opinions, etc.) and explanations
were the kinds of information given most frequently by these.employ-
ees. Descriptions and explanations were indicated as most frequently
sent by writing, while e:planations and question's were most fre-
quently sent by talking.

Ways Employees Receive Information in Communications (Figure 64,
Table 64) EmplOyees answering both questionnaires received infor-
mation most .frequently by-listening. Listening to one person face-
to-face was the most frequent way of receiving information. When'
reading was used to receive information, these employees read reports
more frequently than any other written communicationS.

Kinds of Communications Received by Employees (Figures 65, 66,
Tables 65, 66) Directions (directions, instructions.', orders) and
assertions (advice, opinions', etc.) are the kinds of information:
received most frequently by these-employees. This information
appears to be received by both listening and reading. Directions'
were most often received by reading, and questions were most often
received by listening.
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TECHN I CAL OCCUPATIONS

I ND I V I DUAL RESPONSE -16"cEMPLOYEE QUESTIONNA I RE

0 TALK : 67%

Onec'To One

40%,

To A Group:
2-5 people

19%

Telephone
'5%

WAYS'EMPLOYFy6 SEND COMMUNICATiONS

Demonstrations, Radio
3%

61"

ft

WR I TE 33%

Figltre

150

Memos & Notes
23%

Letters &
Reports

6%

Charts/Graphs,
Forms, Manuals
Work Orders

4%



TECHNICAL OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

WAYS EMPLOYEES SEib COMMUNICATIONS

TALK: 74%

ONE TO ONE 34%

TELEPHONE 13{)

TO A GROUP: 2-5 PEOPLE 13,

DEMONSTRATION5, RADIO 127

Table 6Z

151

165

WRITE: 26%

MEMOS & NOTES . 13%

CHARTS/GRAPHS, FORMS,
MANUALS, WORK ORDERS 6%

LETTERS & REPORTS 2%



fECHNICAL OCCUPATIONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES SEND IN COMMUNICATIONS

Assertion
32%

Explanation
22%

Description
14%

TALK AND WRITE
Evaluation

71"J
Question

12%

Direction
13%

A.,:sertion'i. --advise, opinion, : DSO, recommend, sell, persuade, suggest.

Direction: direct, instruct,

Evaluation: assure, appreciate, compliment, correct, scold, reprimand.

Figurr 62

152
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TECHNICAL OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES SEND IN COMMUNICATIONS

ASSERTION:

DIRECTION:

EVALUATION:

TALK AND WRITE

ASSERTION 35%

EXPLANATION 21%

QUESTION 19Z

*DIRECTION

DESCRIPTION . 9%

EVALUATION 7%

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECT, INSTRUCT, ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CORP.ECT, SCOLD,
REPRIMAND.

Table 62

153
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TECHNICAL OCCUPATIONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION'EMPLOYEES SEND IN COMMUNICATIONS

'Assertion
24%

Question
11%

TALK: 57Z WRIFE: 33%

ExplanatiOn
11Z

Direction
9%

Description
7%

Evaluation
5%

A:;scrLion:

Explanation
11%

Assertion
8%

Description
7%

Direction
4%

Evaluation
2%

Question
1%

advise, opinion, propose, recommend, sell, per:411;1de, sin:xest.

Direction: d i rect t ruct , order.

Ev.1 uJrion: rt ,1 11 p , I 1 1 I , re,- scold , rpr

r,-Ii,t_Ptr 6o
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TECHNICAL OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE.

THE KINDS, OF

TALK:

INFORMATION EMPLOYEES SEND IN COMMUNICATfONS

74% WRITE: 26%

ASSERTION 24% ASSERTION 9%

QUESTION 17% EXPLANATION 6%

EXPLANATION 157 QUESTION 4%

DIRECTION 7% DESCRIPTION 3%

DESCRIPTION 6% DIRECTION 2%

EVALUATION 5% EVALUATION 2%

ASSERTION:

DIRECTION:

EVALUATION:

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL.
PROPOSE, SUGGEST,

DIRECT, INSTRUCT, ORDER, .

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND,

Tthl 63

155.
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TECHNICAL OCCUPATPONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUE=.TIONNAIRE

WAYS E11PLOYEES RECEIVE C01,241ft;7.CATI0N

(:) LISTEN: 577

One To One
33%

To A Group:
2-5 people

20%.

Telephone
4%

C) READ: 4)70

156

Letters & Reports
19%

Memos & .Notes

13%

Charts/Graphs,
Forms, Manuals,
Work Orders

11%



TECHNICAL OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

WAYS EMPLOYEES RECEIVE COMMUNICATIONS

LISTEN: 61%

ONE TO ONE 32%

DEMONSTRATIONS, RADIO 11%

TELEPHONE 10%

TO A GROUP: 2-3 PEOPLE 8%

17 1

Tabie 64

157

READ: 39%

CHARTS/GRAPHS, FORMS
MANUALS, WORK ORDERS 19%

MEMOS & NOTES . . . 15%

LETTERS & REPORTS . 5%



TECHNICAL OCCUPATIONS'

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES RECEIVE IN COMMUNICATIONS

Direction .

32%

LISTEN AND READ
Evaluation

5%

Description
7%

Question
14%

Assertion
23Z,

Explanation
19Z

Assertion: advise, opinion, prIpose, recommend, sell, persuade, suggest.

Direction: direct, instruct, order.

Evaluation: assure, appreciate, cor.)1!ment, correct., scold: rcprimand.

c6

158
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TECHNICAL OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO-CONDENSED EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES RECEIVE IN COMMUNICATIONS

ASSERTION:

DIRECTION:

EVALUATION:

LISTEN AND READ

DIRECTION 32%

ASSERTION 21%

QUESTION 14%

EXPLANATION 13%

-EVALUATION 1073

DESCRIPT-ION 10%

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECT, INSTRUCT, ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND.

7,th

159
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TECHNICAL OCCUPATIONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

THE KINDS OF INFORMATION EMPLOYEES RECEIVE IN COMMUNICATIONS

LISTEN: 57%

Assertion
13%

Direction
16%

Evaluation

i\
Description

Evaluation

Question
2%

1%

5%

Explanation

Question
_

13Z

Explanation
10%

3%

0) READ: 43%

Direction
16%

Assertion
10%

Description
97

advisc, opinion, propose, rcco=cnd, sell, persuadc, suL;Fsc..

direct, instruct, order.

Evaluation: assure, appreciate, coml)llmcnt, correct, scold, reprimand.

66

160
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TECHNICAL OCCUPATIONS

ADVISORY GROUP g'MPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIR

IHE_KIRDS OF IRFORMATION EMPLUE,ES RECEIVE IN COMMUNICATIONa

LISTEN: 61% READ: 39%

DIRECTION 16% DIRECTION . . . . 16%

ASSERTION 13% ASSERTION . , . . 8%

QUESTION 12% DESCRIPTION . . . 5%

EXPLANATION 9% EXPLANATION 4%

EVALUATION 67 EVALUATION 4%

DESCRIPTION 5% QUESTION . , . 2%

ASSERTION:

DIRECTION:

EVALUATION:

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECT, INSTRUCT, ORDER,

ASSURE, APPRECIATE; COMPLIMENT, CORRECT, SCOLD:
REPRIMAND.

Tal)Ze 66

161
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Individual Supervisors Responding to the
Occupational Communicatios Skills Questionnaire

(Appendix B)

Occupational Clustets Job Categories

Data processing Supervisor
Electrical Department head
Electronic technology. Supervisor

Advisory Group Supervisors Responding to the
Condensed Occupational Communications Skills Questionnaire

(Appendix D)

Occupational Clusters

Data processing

Electrical

,Job Categories

Lead operation, Instructor,
Supervisor, Group leader

Electrician, Business repre-
sentative, Journeyman elec-
trician, Journeyman wireman

Analysis, of Questionnaire Responses

Ways_Supervisori Send Communications (Figure 67, Table 67) Tech-
nical supervisors answering both questionnaires said they gave
Information most frequently by talking. Talking to one person face-.
to-faca. was the most.frequent way of giving infotmation; the use of
the telephone ranked second in responses from both individuals and
advisory groups. When writing was used to give information, these
supervisors used memos and notes more frequently than.any other
form of written communication.

Kinds of Communications Supervisors Send (Figures 68, 69, Tables
68 69) Asseltions (advice, opinions, etc.) and explanations were
the kinds of information given most frequently by these supervisors
with explanations being the single kind most frequently given.
This information was given by both talking and writing, with talk-
-ing the dominant responSe.

Ways Supervisors Receive Communications (Fi ure 70, Table 70)
SuperVisors answering the detailed questionnaire received informa-
tion most frequently by reading and supervisors answering the con-
densed questionnaire reported receiving information most frequenCly
by listening. Supervisors answering both questionnaires received
information most frequently by listening to one person face-to-face.
When reading was used to receive information, these supervisors read
memos and notes most frequently but.the responses were spread over
all of the ways of coMMumicating that were indicated on the question-
naire 176

162



Kinds of Communications Supervisors Receive (Figures 71, 72,
Tables 71,-72) Assertions (advice, opinaons, etc.) and questions
were the kinds of information received most,frequently by these
supervisors. Assertions were received by both listening and
reading, and questions were received most frequently by listening.
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TECHN I CAL OCCUPAT I ONS

I ND I VI DUAL \RESPONSE TO SUPERVI S OR QUESTI ONNAI RE

, WAYS SUPERVISORS SEND COMMUNICATIONS

0 `33V3

One To One'
35%

',III? I TE : 82Z

I

Charts/Graphs,
Forms, Manuals
Work,Orders

20%

Memos & Notes

lo A Group:
2-3 people

18%

Telephone

Letters. &
Reports

5%

178

164
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LECHNJCAL_OCCUFATIONS

ADVISORY GROUP SUPERVISOR RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE

WAYS SUPERVISOR SEND COMMUNICATIONS

TALK: 70% WRITE: 30%

ONE TO ONE 32% MEMOS & NOTES 18%

TELEPHONE 91% LETTERS & REPORTS 6%

TO A GROUP: 2-5 PEOPLE 1273 CHARTS/GRAPHS, FORMS,
MANUALS, WORK ORDERS 6%

DEMONSTRATIONS, RADIO 5%

Tabie 67

165
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TECHNICAt 6CCUPATT NS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIK

THE KINDS OF IKFORMATION SUPERVISORS SEND IN COMMUNICATIONS

Assertion
25%

Explanation
25%

Direction
18%

TALK AND WRITE
Description

5%

Question
12%

Evaluation
15%

-Assertion: advise, opinion, propose, recommend, sell, persuade, suggest.

Direction:' direct, instruct, order.

Evaluation: assuro, appreciate, compliment, correct, sco)d, reprimiod.

Pi.:,(re 68

1 8 0
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TECHNICAL OCCUPATIONS

ADVISORY GROUP SUPERVISOR RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE

THE KINDS nc INFORMATION SUPERVISOP,S SEND IN COMMUNICATIONS

ASSERTION:

DIRECTION:

EVALUATION:

TALK AND WRITE

ASSERTION. 31%

EXPLANATION . 21%

QUESTION 16%

DIRECTION . 14%

DESCRIPTION 11%

EVAiAATION . 7%

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PRO0OSE, SUGGEST.

DIRECT, INSTRUCT, ORDER,

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND.

Tab lc 6 8
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TECHNICAL OU:UPATIONS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS, SEND IN COMMUNICATIONS
_

Assertion
16%

cALK ; 53%

Explanation
14%

Evaluation
11%

Question
8%

Direction
7%

Description
2%

NRITE: 4973

Direction
11%

Explanation
11%

Assertion
,9%

Question
4%

Evaluation
4%

Descriprion
3%

advise, opinion, propose, rec,,mend sell, persuade, .;11.:xesL.

Direction: direct, iristru.:t, order.

Evaluation:, 'assuro, ap:reci:Ite, compliment,- o)rrect, scold, repri'Mand.



TECHNICAL OCCJPATIONS

ADVISORY GROUP SUDERVISOR RESPONSE
TO CONDENED SUPERVISOR QUESTIONNAIRE

THEAJOS oF INFORMATION SUPERVISORS SEND IN COMMUNICATIONS

ASSERTION

EXPLANATION

QUESTION

DIRECTION

EVALUATION

DESCRftTION

TALK: 70% WRITE: 39%

22% ASSERTION . . . . 9%

14% EXPLANATION . . . 7%

13% DIRECTION . . . . 5%

9% DESCRIPTION . .

6% QUESTION . . . .

6% EVALUATION , 17

1SSERTION:

DI F,ECT ION:

E\M U V, i;),\I:

ADVISE, OPINftN, PERSUADE, RECOMMEND, SELL,
PROOSE, SuGGE,
DIRECT, INSTRUCT, ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND 7/

Tthble 69
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TECHNICAL OflUPATIONS

INL WAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

WAYS SUPERVISORS RECEIVE COMUNICATION

LISTEN: 47%

One To One
37%

4%

To Group:
7

2-5 People

Telephone
:1 4Z

Demonstrations, Radio
2%

i'1,114P,'

170

1 81.

P.FAD: 53%

Charts/Graphs,
Forms, Manuals,
Work Orders

30%

Memos & Notes
15%

Letters & Reports
8%



TECHNICAL OCCUPATIONS_ _ _ _ _

ADVISORY GROUP SUFERVISOR RESPONSE
,TO CONDENSED SUPERVISOR QUESTIONNAIRE

WAYS SUPERVISORS RECEIVE COMMUNICATIONS

LISTEN: 627 READ: 387

ONE TO ONE ..... 30% MEMOS & NOTES . . 20%

TELEPHONE 21%

TO A GROUP: 2-5 PEOPLE 87

.DEMONSTRATIONS, RADIO .3%

171

185

CHARTSi3RAPHS, FORMS.
MANUALS, WORK ORDERS 10%

LETTERS g REPORTS . 8%



TECHNICAL OCCUPATIONS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS RECEIVE PN COMMUNICATIONS

Assertion
49%

LISTEN AND READ

4
Description

2%

Explanation
6%

Evaluation
13%

Dfrection
14%

Question

Assertjon: advise, opinion, propose, rec. ::::11(1, sell, persuade sug!_;,2st.

DirecLion: direct, instruct, order.

Evaluation: assuro, appteciatc,'complimelt, i:orri.t, scold, rop-T-H'

Figure /1

172.
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TECHNICAL OCCUPATIONS

ADVISORY GROUP SUPERVISOR RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE

THE KiNDS OF INFORMATION SUPERVISORS RECEIVE IN COMMUNICATIONr.

LISTEN AND READ

ASSERTION 30%

QUESTION 24%

EXPLANAUON 19%
....

DIRECTION 17%

DESCRIPTION . . , 7%

EVALUATION , . 3%

ASSERTION: ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

ECTION: DIREC." INSTRUCT, ORDER,

_UATION: ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND.

Tab e.
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TECHNICAL OCCUPATIONS

INDIVIJUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS RECEIVE IN COMMUNICATIONS

Assertion
21Z,

- "Question
10Z

LISTEN' 4 /

Evaluation_

6%

Explana'ion

Description_

0 READ: 53Z

Assertion
28%

Direction
8%

Question
6%

Evaluation
6%

Explanation
4%

Description
1%

A ,;:ort.i;I: udvist., opinion, propose, reco-Iend, soli, persuade, su',,,gest..

direct, instruct, order.

Evaludtion: uL>sur..., ;Ipprecinte, corrct, repritT;und.

174



TECHNICAL OCCUPATIONS

ADVISORY GROUP SUPERVISOR RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS RECEIVE IN COMMUNICATIONS

LISTEN: 62% READ: 38%

. , . 20% ASSERTION . . 107o

192 DIRECTION . . . . 10%

11% EXPLANATION . , 8%

7Z ,,JESTION 5`

37 DESCRIPTION . . 4%

2% EVALUATION . , 1.,;;

ASSERTION .

QUESTION

EXPLANATION

DIREtTION

DESCRIPTION

EVALUATION

ASSERTION:

D

EVALUATION:

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST,

DIRECT, INSTRUCT, ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, 'SCOLD,
REPRIMAND, _



CHAPTER VIII'

TRADE AND INDUSTRIAL OCCUPATIONS

Trade and Industrial employee and super ;or responses to the
Occupational Communications Skills Questionnaires are summarized in
Figures 73-84.

Individuai employee responses are summarized in FigurLs 73-78;
Individual supervisor responses are summarized in Figgres 79-84.

Advisory Group employee and supervisor responses to the Condensed
Occupational CommunicationS Skit17,; Questionnaires are summarized
in Tables 73-84.

Advisory Group employee responses are summarized in Tables 73-78;
Advisory Group supervisor responses are summarized in Tables 79-84.

Individual Employees Responsing to the
Occupational Communications Skills Questionnaire

(Appendix A)

Oécupational Clusters

Automotive
Carpentry
Food preparation
Law enforcement
Metal trades
Transportation'
Welding

Job Categories

Mechanic
Carpenter

-Assistant chef
Police officer
Apprentice machinist
Truck driver
Welder

Advisory Group Employees Responding to the
Condensed Occupational Communications Skills Questionnaire

(Appendix C)

Occupational Clusters

Automotive
Carpentry-
Food preparati
Law enforcement

Metal trades
Transportation
Welding

.190

2.76

Job Categories

Mechanic, Service advisor
Carpenter, Journeyman
Chef, Assistant chef
Police officer, Patrolman,
Trooper
Apprenticc> foreman
Truck driver
Welder, Pipe fitter



a ,

Analysis of Que.stionnaire Responses

Ways. Employees Send Communications (Fizure 73 Tabl 73) Employees
from the Trade and Industrial occupations gave information mo5t
frequently by talking. Talking 'to one person face-to-face was the
most frequent way of giving information. When writing was used
to Ove informat.ion, these employees used memos and notes more
frequently than any otner form of written,communication.

Kinds of CommunicationsEmployees Send (Figures 74, 75,-Tables 74,75)
Assertions (advice, opinions, etc,) explanations and questions were
the kinds of information given most frequently by these employees,
with explanations the single most frequent kind of ipfbrmation giv m.'
Th'-: information was given most frequently by talkii-;.

Ways.Employees,Receive Communietions r .lire 76, Table 76) .F.mployees
answering both questionnaires received information most frequently by
listening. Listening to one person face-to-face was the most fre-
quent way.of receiving information. When reading was used to receive
,information, these emplOyces read memos'and notes more :requ'ently
than ahy other written communication althoup work orders were re-
ported wibh high frequency in the automotive area. Directions
(directions, instructions, orders) and-assertions (advice,.opinions,
etc.) were the kinds of information received most frequently by
Chese employees. Directions were received by.both"listening and
reading, and assertions were received most frequentlY by listening.

Kinds of Communications Employees Receive (F..igures 77, 78, Tables 77,
78) .Directions (directions, instructions, orders) and assertions
(a4vice, opinions, etc.) were the 1(11-ds of information received most
frequently by these employees.. Directions were received by both
listening and reading and assertions were received most frequently

.

by listening.

i 9
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TRADE A INDUSTRIAL OCCUPATIONS

INDIVIAJ,,AL RESPONSE TO EMPLOYEE QUESTIONNAIRE

(:) TALK:

One To One
427.

o

To A Group:
2-5 people

20%

Teleph.one

15%

WAYS EMPI,o'iEE SEND COMMUNICATIONS

(D WRITE: 21(i;

Memos & Notes
14%

Charts/Graphs,
Forms, Manual!,
Work Orders

7%

Demonstrations, Radio
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TRADE AND INDUSTRIAL OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

WAYS EMPLOYEES SEND COMMUNICATIONS

TALK: 72% WRITE: 28%

ONE TO ONE 377 MEMOS & NOTES . 19%

TELEPHONE 16% CHARTS/GRAPHS, FORMS
MANAULS, WORK ORDERS 070

TO A GROUP: 2-5 PEOPLE . 11%
LETTERS & REPORTS , 3%

DEMONSTRATIONS, RADIO . 8%

ab 3
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TRADE.AND INDUSTRIAL OCCUPATJPNS_

INDIVIDUAL RESPONSE TO EMPLOYEE GWESTIONNAIRE

T;-IE KINDS OF INFORMATION EMPLOYEES SEND IN COMMUNICATIONS

Assertion
29%

TALK AND WRITE

Description
9%

Evaluation
10%

Explanation
23%

Question
14%

Direction
15%

,V;seriion: udvise, opinion, propose, recommend, sell, persuude, suest.

Direc.tion:. direct, instruct, order.

Evrriu:rtion: rissure, upprecinte, complinrenL, wrrcci., scold, reprin,and.

180
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THE

TRADE AND INDUSTRIAL OCCUPATIONS '

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED-EMPLOYEE QUESTIONNAIRE

KINDS OF INFORMATION EMPLOYEES SEND IN COMMUNICATIONS

TALK AND WRITE

ASSERTION , 35%

QUESTION . 20%

DIRECTION . 19%

EXPLANATION . 12%

DESCRIPTION 10%

EVALUATION . 4%

ASSERTION:

DIRECTION:

EVALUATION:

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECT, INSTRUCT, ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND.

Table 74
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TRADE AND INDUSTRIAL OCCUPATIONS

INDIVIDUAL RESPONSE TO EMPLO'kE QUESTIONNAIRE

LIE KINDS OF INFORMATION EMPLOYEES SEND IN COMMUNICATIONS

Assertion
23%

TALK: 7j%

Explanation
19%

Question -

13%

Direction
11%

Evaluaion
8%

Description
5%

WRITE: 217,
Assertion

6%
Direction

4%

Explanation
4%

Description
4%

'Evaluation
2%

Qudstion
1%

Asst. r t. i on : adv i:-., , op i n ion , propose , recommend , sell , pe r!;unde , stwges 1. .

DirccLioll: direct, im;Lruc-t, order.
Eva I lin t_ Lin : nss u Iv . ;IP!) re c I .1.t. 1... , comp I i men t.-, Co r rr cl...., se() ! ( , ep r i mniid .

FI;(,,tv 75
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_TRADE AND INDUSTRIAL OCCUPATIONS

ADVISORY GROUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIONNAIRE

TEE_ KINDS OF INFORMATION_EMPLOYEES SEND IN COMMUNICATIONS

TALK: 72% WRITE: 28%

ASSER1ION 27% ASSERTION . . . 8%

QUESTION. 17% DIRECTION . . 87

DLRECTION 111. EXPLANATION . . 4%

EXPLANATION 87. DESCRIPTION . . 4%

DESCRIPTION 6% QUESTION . . 3%

EVALUATION I I :_,1 I I I
77
JA EVALUATION- , 170

ASSERTION:

DIRECTION:

EVALUATION:

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECT, INSTRUCT, ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
FEPRIMAND.



TRADE AND INDUSTRIAL OCCUPATIONS
. . . _ . _

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE

WAYS EMPLOYEES RECEIVE COMMUNICATION

(:) LISTEN: 73% .

One To- One

41%

To A Croup:
2-5 people

23%

Telephone
5%

Demonstrations, Radio

0 READ: 27%

Figure 7t3

184
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Liemos & Notes'
14%

ChartS/Graphs,
Forms, Manuals,
Work Orders

12%

Letters.& Reports
1%.



TRADE AND INDUSTRIAL OCCUPATIONS

1

ADVISORY GROUP EMPLOYEE RESPONSE -
TO CONDENSED EMPLOYEE QUESTIONNAIRE

WAYS EMPLOYEES RECEIVE COMMUNICATIONS

LISTEN: 65% READ: VL)
ONE TO ONE 347 ,mEmos.& NofEs

TELEPHONE 13% CHARTS/GRAPHS, FORMS
MANUALS, WORK ORDERS 16%

TO A GROUP: 2-5 PEOPLE . 9%
LETTERS & REPORTS . 1%

DEMONSTRATIONS, RADIO . 9%

Table 76

185

199



TRADE AND INDUSTRIAL'OCCUPATIONS

INDIVIDUAL RESPONSE TO EMPLOYEE QUESTIONNAIRE
6

TdE KINDS OF INFORMATION EMPLOYEES RECEIVE IN COMMUNICATIONS

LISTEN AND READ

Evaluation
5%

Description
9%

Direction
42%

Assertion
18%

Explanation
12%

Question
14%

Assertion: advise, opinion, propose, recommend, sell, persuade. suggest.

Direction: direct, instruct, order.

Evaluation: assure-, appreciate, compliment, correct, scold,ureprimand.

;;"/
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ASSERTION:

DIRECTION:

EVALUATION:

TRADE'AND INDUSTRIAL_OCCUPATIONS,

ADVFSORY GRbUP EMPLOYEE RESPONSE
TO CONDENSED EMPLOYEE QUESTIOUNAIRE

6

LISTEN AND READ

Di'RECTION 35%

ASSERTION . 26%
.

QUESTION 157

EXPLANATION . 970'

DESCRIPTION 8%

EVALUATION 7%

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST. .

DIRECT, *INSTRUCT, ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND.

Tab le 77
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TRADE'AND INDUSTRIAL OCCUPATIONS

INDIVIDUAL'RESPONSE 'TO EMOLOYES QUESTLONNiArkE"-

THE KINDS OF INFORMATION EOLOYEES.RECEIVE IN CaMMUNCATIONS
/.

v-

(I) LISTEN: /3/0,

, Direction
29%

Assertion
13%

Question
13%

Explanation

Descrirtion
6%

Evaluation
4%

READ:

,

I:1111111111i Question

Assertion

ne:::

5A

. 1

3%

, 1%
; Evaluation

I%

,

,

a

Astiortion: opinion,spropose, ruL;omhnd, oll, petade, suggest:

Direction.: direct., instruct, order.

Evaluation: assure, appreciate, compliment; corroct, scold, reprimand.

F71.cre: ?3
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47!

T,KADE AND INDUSTRIAL OCCHPATJONS

0
ADVISORY GROUP. EMPLOYEE RE'SPONSE.
TO CONDENSED EMPLOYEE QUESTIONNAIRE

LISTO: E6% READ:. 35%

DIRECTION 20% DIRECTION . . . . 15%
4

ASSERTION 18% ASSERTION , . . . 8%

QUESTION 12% QUESTION . . 37

EXPLANATION 6% EXPLANATION . . . 3%

DESCRIPTION 5% Ev ALu AT I ON . . 3%

EVALUATION 4% DESCRIPTION,. . 3%

JASSERTION:. ADVISE, OPINLON, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECTION: .DIRECT, INSTRUCT, ORDER,

EVALUATION: ASSURE., APPRECIATE, COMPLIMENT, CORRECT, SCOLD,
REPRIMAND.

Tab E? 7 8`
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individual Supervisors Responding to the
Occupational Communications Skills Qestionnaile

(Appendix B)

OccupationaLqusters

Automotive
Carpentry
Food preparation
Law enforcement
Metal trades
Transportation
Welding

Joh Categories

Service manager
Carpenter foreman
Chef
Police sergeant
Foreman
City dispatcher
Vice president

Advisory Group Supervisors Responding to the_
Condensed Occupational Communications Skills Questionnaire

(Appendix D)

Occupational Clusters

Automotive

Carpentry.

Food preparatj.on

Law enfo'rcement

Metal trades

Job Categories

Service manager, owner,
Parts manager, Shop foreman

Leadman, Foreman, Owner

Chef

Chief of Police, Sergeant,
Training staff, Chief
security officer

Foreman, Machine shop.foreman

Transportation General manager, Vice presi-
dent, Owner, Traffice man-
ager, Supervisor, Sales
manager

Welding General Joreman, Superinten-
dent

Analysis of Questionnaire Responses

Ways Supervisors Send Communications (Figure 79, Table 79) Super-
visors from the Trade and Industrial occupations who answered the
questionnaires gave information most frequently by talking. Talk-
:ing to one person face-to-face was the most frequent way of giving
information, with the telephone used next most.frequently. When
writing is used to give information, these supervisoi's used memos
and notes more frequently than any other form of written communi-
cation. The supervisory individuals and the advisory groups in
Tradtjand Industry verified each other as to Ole ways communications
took place. Nearly half of the written communications sent by Trade
and InduStrial supervisors in the advisory group were memos and notes.
Work ordef§,were used more by Trade and Industrial supervisorS than
.by those in any other field.

204
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Kinds of Communications Sent by Supervisors, Tables 80 81,
Figures 80, 81) Assertions (advice, opinions, etc.) and direc-
tions (directions, instructions, orders) were the kinds of infor-
mation given most frequently by these supervisors. This informa-
tion was given both by talking and writing.

Ways Supervisors Receive Communications (Figure 82, Table 82)
Supervisors answering both questionnaires received information most
frequently by listening. Listening to one person face-to-face was
the most frequent way of receiving information, with the telephone
the next most frequent way. When reading is used to receive infor-
mation, these supervisors read memos and ngtes more frequently than
any other written communications

Kinds of Information Supervisors Receive in Communications (Figures
83, 84, Tables 83 84) Assertions (advice, opinions, etc.) direc-
tions, instructions, orders) and questions were the kinds of infcrma-
tion received, most frequently by these supervisors. Supervisors
answering, the detailed questionnaire received this information by
both listening and reading, with listening being only slightly
dominant. Supervisors answering the condensed questionnaire
received this information most frequently by listening.
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TRADE AND INDUSTRIAL OCCUPATIONS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

WAYS- SUPERVISORS SEND COMUNICATIONS

TALK : 7373

One To )ne
43%

To A Group:
2-5 people)

16%.

Telephone

flRITE: 25Z

15%

Demonstrations, Radio
1%

192

n

Memos & Notes
17%

Charts/Graphs,
_ Forms, Manuals
Work Orders

5%
Letters &

Reports
3%



TRADE AND INDUSTRIAL OCCUPATIONS

ADVISORY GROUP SUPE VISOR RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE

WAYS SUPERVISORS-SEND COMhJNICATIONS

TALK: 66%

ONE TO ONE . 34%

TELEPHONE 18%

TO A GROUP: 2-5 PEOPLE 11%

DEMONSTRATIONS, RADIO 3%

Tab 7,-, 7,9

193
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WRITE: 43%

MEMOS AND NOTES . . 16%

CHARTS/GRAPHS, FORMS,
MANUALS, WORK ORDERS 12%

LETTERS & REPORTS 6%



TRADE AND INDUSTRIAL OCCUPATIbNS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS SEND IN COMMUNICATIONS

Assertion
37%

Direction
25%

'

TALK AND WRITE
Descr:ption

'1%
Evaluation

9%

Explanation
14%

Question
14%

Assertion: advise, opinion, propose, recomMend, sell, persuade, suggest.

Direction: direct, instruct, order'.

Evaluation: assure, apprec-Late, compliment, correct, scold, reprimand.

F.:::77.4rt.: 80
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TRADE AND INDUSTRIAL OCCUPATIONS

ADVISORY GROUP,SUPERVISOR RESPONSE
TO .CONDENSED SUPERVISOR QUESTIONNAIRE

KINDS E eiNFORMATION .SUPERVISORS SEND IN COMMUNICATIONS

TALK AND WRITE

ASSERTION . .

79m

DIRECTION , . , . 22%

EXPLANATION , . . 1 _

QUESTION . , , . 15%

DESCRIPTION , . . 7%

EVALUATION .. '. 6%

ASSERTION: ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECTION: DIRECT, INSTRUCT, ORDER,

_EVALUAILON__:______TASS_URE_,__AP_PRECLATE___COMPLI_MENT, _CORRECT,__ SCOLD,
REPRIMAND.

Tab 7.43 80
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TRADE AND INDUSTRIAL OCCUPATIONS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

TIE KINDS OF INFORMATION SUPERVISORS SEND IN COMMUNICATIONS

Assertion
27%

Direction
18%

Question

TALK: (21) URITE: 25Z

14%
Explanation :

11%
Evaluation

5%

Assertion
10%

Direction
7%

Evaluation
4%

Explanation
3%

----Description
'1%

Assertion: opinion, propose, recommend, sell, persuade, suggest..

Direct:ion: dirot, instruct, order.

Evaluation: assure, appreiii.ite, compliment correct, scold,
_ .

reprimand.



TRADE AND INDUSTRIAL OCCUPATIONS.

ADVISORY GROUP SUPERVISOR RESPONSE
TO CONDENSED SUPERVISOR QUESTIONNAIRE

TIE KINDS OF INFORMATIM SUPERVISORS SEND IN COMMUNICATIONS

TALK: 66%

21%

WRITE: 3/17,

11%ASSERTION ASSERTION

DIFtECTION 13% DIRECTION 9%

QUESTION 12% EXPLANATION
. 8%

EXPLANATION 10% QUESTION 4 3%

DESCRIPTI:A 5% DESCRIPTION . . 2%

EVALUATION 5% EVALUATION_ 1%

ASSERTION:

DIRECTION:

EVALUATION:

.-

ADVISE; OINION, PERsUADERECOMMEND, SELL,
PROPOSE, SUGGEST.

DIRECT, INSTRUCT, ORDER.

ASSURE, APPRECIATE, COMPLIMENT, CORRECT, SCOLD,

Table 81
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TRADE AND INDUSTRIAL OCCUPATIONS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

WAYS SUPERVI6ORS RECEIVE COMMUN I CATION

0 LI STEN : '38X,

One To One
35%

ES) READ :

Memo4- & Notes
'23%

Let ters & Reports

10%

Charts /Graphs ,

Fo rms , Manuals ,

WorR Orders
9%

To A Group :
2-5 people

.12%

Telephone
10%

Demons trations , Radio
1%

0

Yigure 82
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TRADE AND INDUSTRIAL OCCUPATIONS

ADVISORY GROUP 'SUPERVISOR RESPONSE
TO,CONDENSED SUPERVISOR QUESTIONNAIRE

WAYS SUPERVISORS RECEIVE COMMUNICATIONS

LISTEN: 677. READ: 33%
.

ONE' TO ONE 35Z MEMOS & NOTES . , . 17%

TELEPdONE 197, LETTERS & REPORTS . K.

TO A GROUP: 2-tJ PEOPLE , 1N, CHARTS/GRAPHS, FORMS
MANUALS, WORK ORDERS 8/.

DEMONSTRATIONS, RADIO . . 3/.

Table 82

199
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TRADE AND INDUSTRIAL OCCUPATIONS

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

1-;]E KINDS OF INFORMATION SUPERVISORS RECEIVE IN COMMUNICATIONS

Assertion
35%

Direction
.26%

LISTEN AND READ
Explanation

4%
Evaluation

11%

Question
24%

AsserLion: advise, opinion, propose, recommend, se11, persuade, suggest.

di<ect, insttuct, order.

Evaluation: assuro, appreciate, comPllmoni, correct:, scold, reprimand'.

83
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ASSERTION:

DIRECTION:

EVALUATION:

TRADE AND INDUSTRIAL OCCUPATIONS

4

ADVISORY GROUP SUPERVISOR RESPONSE
TO COabENSED SUPERVISOR QUESTIONNAIRE

LISTEN AND .READ

ASSERTION 28Z

QUESTION 23Z

DIRECTION 21Z

EXPLANATION.. . ,i13Z

EVALUATION 9Z

DESCRIPTION , OZ

et

ADVISE, OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.'

- DIRECT, INSTRUdT,,ORDER:

.ASS!ME, APPRECIATE: COMPLIMENT, COOECT; SCOL:D,
REPRIMAND. ,

Table 83
201



TRADE' AND INDUSTRIAL OCCUPATIONS,

INDIVIDUAL RESPONSE TO SUPERVISOR QUESTIONNAIRE

THE KINDS OF INFORMATION SUPERVISORS RECEIVE IN COMMUNICATIONS

(:) LISTEN:. 5(diO

Assertion
20%

Question
1.6%

Direction
-.15%

-Evaluation
5%

Explanation
2%

e READ: 2%

Assettion'
15%

Direction
11%

Ouestion
8%

Evaluation
6% 5

Explanation'

2%,

Assert.-ion:' advise, opinion, propose, recOmmend, sell, persuede, suggcst.

Direction: , direct, instruct, or,der.

Evaluation: assure, appreciate, compkimentcorrect, scold, repril:land.

Figuro 84
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TRADE AND, INDUSTRIAL OCCUPATIONS

ADVISORY GROUP SUPERVISOR RESPONSE
TO CONDENSED SUPERVISOR QUESTIOMAIRE

THE KINDS OF INFORMATION SUPERVISORS RECEIVE IN COMMUNICATIONS

LISTEN:'i:, 67Z

ASSERTION 23%

.OUESTION 18%

DIRECTION

EXPLANATIT4

EVALUATION .5Z

oEscRIPTION 3%

ASSERTION:

DIRECTION:

EVALUATION:

READ: 33Z

ASSERTION 97.

bIRECTION

OUESTION "

EXPLANATION .

EVALUATION .0 LIZ

DESCRIPTION,

Og
On

ADVISE,-OPINION, PERSUADE, RECOMMEND, SELL,
PROPOSE, SUGGEST.

. -

DIRECT, INSTRUCT; ORDtR. do.

ASSURE, APPRECIATE, cOMPLIMENT, CORRECT, SCOLD,
REPRIMAND-. S.

Table 84

20-3.
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CHAPTER IX

MINI-QUESTIONNATRE

The Mini-questiofinaire (Appendix E) consists of information
received from: 1. entty level employees who responded to the

Employees Questionnaire (Appendix A);
2. supervisors who responded to the Supervisors

Questionnaire (Appendix B);
3. advisory committee members who responded to the

Condensed Questionnaire (Appendices C and D).

Tables 86-112- represent the employees' and supervisors' summary of:
1. the three most frequent ways of communicating;
2. the three most effective ways of communicating;
3. the three ways of communicating that need to be better

taught to employees;
4. the three ways of communicating that need to be better

taught to supervisors.

Analysis of Mini-Questionnaire Responses

Most Frequently Used Communications/Most Effectively Used Communications

Employees and supervisors from all seven fields indicated that,talk-
ing and listening one-to-one was their most frequent way of communiCat-
ing.

The respondents fidm all but one of the seven fields indicated that
talking arid listening one-to-one was the most effective way of communi-
cating. Respondents from the.Business and Office Occupations, the
exception, indicated t'ha*.t they believed memos and notes to be the most
effective way of communicating.

,

Employees and supervisors from four of the seven fields (with,varia-
tions between employees'and superVisors within a field) selected the
telephone and memos and notes as the next most frequently used ways of
eommunicating.

Employees and supervisors.from five of the seven fields (with varia-
tionS between employees and supervisors within a field) 'selected the
telephone and Memos and notes as the next most effective way of com-
Municating..

In general, the ways of communicating that should be better taught
to employees are ranked as followS:

Responses from Employees

First: One-to-one

Responses from Supervisors

First: One-to-one

Second: Cl'arts & Gtaphs Second: Letters & Reports

In general, th'e s of communicating that should be better taught to
supervisors are rant as followS:

Responses tom EmployeeS Responses from Supervisors

First: One-to-one First: One-to-one ,

Second: Demonstration/Radio Second:, Letters & Reports
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AGRICULTURAL OCCUPATIONS

HMI QUESTIallAIRE

EMPLOYEES RESPONSE TO: Most Frequently Most Effectively
Used Communications Used Communications

One to One . . . 35% 38%

Memos & Notes . 20% 17%

Telephone 14% . 16%

To A Group: 2-5 People . 14% 7%

Demonstrations, Radio 8% 12%

Charts/Graphs, Forms,
Manuals, Work Orders . 6% 7%

Letters & Reports 3% 3%

Table 85

COMMUNICATIONS THAT SHOULD BE BETTER TAUGHT TO EMPLOYEES

Employees Supervisors.

Response Response

One to One 28% . 26%.

dharts/Graphs, Forms,
Manual's, Work Orders 22% .; 14%

Demonstrations, Radio . 16% 11%
,

To A Group: 2-5 PeOple . 14% 10%.

Memos & Notes . 8% 14%

'Telephone 6% - . 8%

Letters & Reports e- '6% l'7%

-

Table 86
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AGRICULTURAL CCCUPATICNS

MINI QUESTIONNAIRE

SUPERVISORS RESPONSE TO: Most Frequently Most Effectively
Used Communications Used Communications

32% . 36%

. 20% 15%

One to One

Telephone

To A Group: 2-5 People 14% 11%

Demonstrations, Radio 14% . . 14%

Memos & Notes 14% 14%

Charts/Graphs, Forms,
Manuals, Work,Orders 4% 3%

Letters &'Reports 2% 7%

Table 87

COMMUNICATIONS THAT SHOULD BE BETTER TAUGHT TO SUPERVISORS

Employees
Response

Supervisors
Response

One to One 31%

Letters & Reports 10%'

Tr) A Group: 2-5 People . 15% 19%

Memos & Notes. . . 13,:t 13%

Demonstrations, Radio . 11% . 15%

Charts/Graphs, Forms,
Manuals, Won: Orders . . 10% 10%

Telephone . 5% \ 2%

Table 88
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BUSINESS AM OFFICE OCCUPATIONS

flINI OUESTIgINAI RE

EMPLOYEES RESPONSE TO: Most Frequently Most Effectively
Used Communications Used Communications

One to One 35% 21%

Memos & Notes 24% . 32%

Telephone 17% 23%

Letters & Reports. 10%, '5%

Charts/Graphs, Fr..rms,

Mandals, Work Orders 9% 5%

To A Group: 2-5 People .
. 3%. 2%

Demonstrations, Radio 2% 2%

Table 89

COMMUNICATIONS THAT SHOULD BE BETTER TAUGHT TO EMPLOYEES

26%

Employees Supervisors
Response Response

. 29%

Letters & Reports 27%

Telephone 22% 16%

Memos & Notes 12% 19%

Charts/Graphs, Forms,
Manuals, Work Orders 8% 2%

To A Group: 2-5 People 2 6%

Demonstrations, Radio '0% 2%

Table 90
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BUSINESS AND OFFICE OCCUPATIONS

nINI QUESTIONNAIRE

SUPERVISORS RESPONSE TO: Most Frequently Most Effectively
Used Communications Used Communications

,

One to One 32% 32%

Memos & Notes 30% 33%

Telephone 22% 17%

Letters & Reports . , . 11% 13%

To A Group: 2-5 People 4% 3%

Charts/Graphs, Forms,
Manuals, Work Orders 1% 1%

Demonstrations, Radio . 0$ 1%

Table 91

COMMUNICATIONS THAT SHOULD BE\BETTER TAUGHT TO SUPERVISORS

Employees
Response

Supervisors
Response .

One'to One 37% 31%

Letters & Reports '.-

,
24% . 27%

Memos & Notes . 22%2 12%

To .11 Group: 2-5 People- . . 9% . 10%.

Telephone 6% . 10%

Demonstnitions, Radio . 2% . .2%

Charts/GraphS, Forms,
Manuals, Work Orders 0% . 8%

Tab.le 9.2
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DISMIBUTION MAWETING OCCUPATIONS

MINI QUESTIONNAIRE

EMPLOYEES RESPONSE TO: Most Frequently Most Effectively
Used Communications Used CommUnicatiems

One to One . . . 34% 33%

Telephone 20% . 19%

Memos & Notes 16% 16%

Demonstrations, Radio 12% 11%

Cl-iarts/Graphs, FormS,

Manuals, Work Orders 9% 5%

To A Group: 2-5.People 7% 9%

Letters & Reports 2% 7%

Table 93

COMMUNIC 1TIONS THAT SHOULD BE BETTER TAUGHT TO EMPLOYEES

4Employees Supervisors
'Response Response

One to One 25% 30%

Charts/Graphs, Form?,
Manuals, Work Orders 18% 8%

/

To A Group: 2-5 People/ . . 17% 8%

')emonstrations, Radio: . . 17% 17%

Telephone 13% 15%

Memos & Notes . 5% . 12%

Letters & Reports . . 5% . . 10%

Table 94
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DISTRIBUTION & MARKETING OCCUPATIONS

MINI QUESTIONNAIRE

SUPERVISORS RESPONSE TO: Most Frequently
Used Communications

Most Effectively
Used Communications

One to One 35% 33%

Memos.&'Notes 23% 19%

Telephone 15% 14%

Demonstrations, Radio
- 11% .

,

13%

To A Group: 2-5 People 8% 12%

Letters & Reports 7% 8%

Charts/Graphs, Forms,
Manuals, Work Orders 1% 1%

Table 95

COMMUNICATIONS THAT SHOULD BE BETTER TAUGHT TO SUPERVISORS

EMployee
Response

Supervisors
Respone

One to One 26% . 27%

Letters & Reports 19% 8%

To A Group: 2-5 People . 17% 21%

Demonstrations, Radio . 14% 14%

Memos & Notes: . . 11% 5%
A

Charts/Graphs, Forms,
Manuals, Work Orders 8% 17%

Telephone 5% 8%

Table 96
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HEALTH OCCUPATI6NS

MINI QUESTIONNAIRE

EMPLOYEES RESPONSE TO: Most 'Frequently
Used Communications

Most.tffectively
Used Communications

One to One 32% 33%

Telephone 20% 20%

Demonstrations, Radio . 1296 11%

Tc A Group: 2-5 People 10% . 7%

Memos & Notes , 10% 14%

Charts/Graphs, ForMs,
Manuals, Work Orders 10% 6%

Letters & Reports 6% 9%

Table 97

COMMUNICATI6NS THAT SHOULD BE BETTER TAUGHT TO EMPLOYEES_ .

One, to One .

,

Employees .7 Supervisors
Res'ponse Response

Telephone . 23% 24%

Letters & Reports 19% . 15%

Demonstrations, Radio . 13% 12%

Charts/Graphs, Forms,
Manuals, Work Orders . . 10% 6%

Memos & Notes . 4% . 7%

,To A Group: 2-5 People . 4% . 10%

T(d)-le 98
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HEALT1 OCCUPATIONS

MINI QUESTIONNAIRE

SUPERVISORS RESPONSE TO: Most Frequently
Used Communications

Most Effectively
Used Communications

One to One 36% . . 37%-

Telephone 26% 24%

Memos & Notes . 11% 11%

Letters & Reports 11% . 8%

To A Group: 2-5 People . 9% . 11%

Demonstrations, Radio 7% . 9%

Charts/Graphs, Forms,
Manuals, Work Orders ',0% . 0%

Tble 99

COMMUNICATIONS THAT SHOULD BE BETTER TAUGHT TO SUPERVISORS

Supervisors ,Employees
Response Response

One to One 32% . . 33%

Telephone 22-%

Letters & Reports 18% 18%

To A Group:. 2-5 People 11% . 8%

Demonstrations, Radio 8% 14%

Charts/Graphs, Forms:
Manuals, Work Orders 6% 16%

Memos & Notes 3% 3%

Table 700
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HONE AND FAMILY LIFE OCCUPATICNS

QUESTIONRAIRE

EMPLOYEES RESPONSE TO: Most Frequently Most Effectively
Used Communications Used Communications

One to One .. . 37%. ... . 36%

To A Group: 2-5 People 17% . 14%

Telephone 17% 19%

Letters & Reports, . . 14% .12%

Memos & Notes . 7% . 10%

Demonstrations, Radio 4% 2%

Charts/Grvhs, Forms,
Manuals, Work Orders

Table 101

COMMUWCATIOqS THAT SHOULD BE BETTER TAUGHT TO EMPLOYEES

Employees Supervisors
Response Response

One to One . . 36% 19%

-rdtEek- Rdpciits . . -30%- 19%

Charts/Graphs, Forms,
Manuals, Work Orders 12% 14%

To A Group: 2-5 People 10% 19%

Telephone 8% 10%

Memos & Notes 6% 14%

Demonstrations, Radio- 0% 5%

Table
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Hat AND FAMILY LIFE OCCUPATIONS

MINI QUESTIONRAIRE

SUPERVISORS RESPONSE TO: Most Frequently Most Effectively
Used Communications Used Communications

One to One - 36% 33%

Telephone 20% 19%

Memos & Votes .. 18% 18%

To A Group: 2-5 People 14% 19%

Letters & Reports .

o
. 8% . . . 6%

Charts/Graphs, Forms,
Manuals, Work Orders 4% . . . 5%

Demonstrations, Radio 0% . 0%

Table 103

COMMUNICATIONS THAT SHOULD BE BETTER TAUGHT TO SUPERVISORS

Suoervisors i.3mp1oyees
'Response Response

One to One .27% 31%

To A Group: 2-5 People 27%. .
. 14%

'Letters'& Reports . . 20% 20%

Telephone 8% pst

Demonstrations, Radio 8% 17%

Memos & Notes 5% . 6%

Charts/Graphs, Forms,
Manuals, Work Orders. 5% 12%

\Table 104
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TECH 1IGAL OCCUPA'FIONS

MINI QUESTIONNAIRE

EMPLOYEES,RESPONSE TO: Most Frequently Most Effectively
Used Communications Used Communications

One to One 33% 35%

Memos & Notes 16% 16%

To A Group: 2-5, People . 14% '10%

Charts/Grapha, Forms,
Manuals, Work Orders 14% 12%

Telephone, . 13% 10%'

Demonstrations Radio . 8% 15%

Letters & Reports . 2% 2%

Table 105

COMMUNICATIONS THAT SHOULD BE BETTER TAUGHT TO EMPLOYEES

Employees Supervisors
ResPonse Response

One to One 30% . 36%

J To A Group: 2-5 People . . 17% 9%

Demonstrations, Radio . 17% . 7%

Charts/Graphs-, Forms,
Manuals, Work Orders 14%- .14%

Telephone 8% 15%

Letters & Reports 8% 10%

Memos & Notes 6% 4 9%

Table 106
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TECHNICAL OCCUPATIONS

MINI QUESTIONNAIRE

SUPERV1tORS RESPONSE TO:

;I

Most Frequently Most=Effectively
Used Communications Used CoMMITiclations

One to One . 33% 23%

Memos & Notes 22% 31%

Telephone 20% 17%

To A Gro4: 2-5 People .,13% . , 15%

Chartc/Graphs, Forms,
Manuals, Work Orders 7% 0%

Demonstrations, Radio 4% 4%

Letters & Reports 1% 0%

Table 107

COMMUN1CbtTIONS THAT SHOULD BE BETTER TAUGHT TO SUPERVISORS

Supervisors Employees
Response Response

One to One 26% . . 25%

Memos,&.Notes . 20% _12%

Letters & RePorts 16% 4%

To A Group: 2-5 People . 14% 18%

Charts/Graphs, Forms
Manuals, Work Orders 10% 17%

Telephone 7% 2%

Demonstrations, Radio 7% 22%

Table 108
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TRADE AND INDUSTRIAL OCCURATEM

MINI QUESTIONNAIRE

EMPLOYEES RESPONSE TO: Most Frequently
Used Communiscations

Most EffectivelY
USed Communications

One to One. . , 3.2% 34%.

'Charts/Graphs, Forms,
Manuals, Work Orders 18% -16s'

Memos & Notes' , . 17% . 16%

c
Telephone .'13% 11%.

To A Group: 2-5 People . 9%, '11%

Demonstrations, Radio . ..... 6% . '9%

Letters & Reports 5%- : 3%

Table 109

COMMUNICATIONS THAT SHOULD BE BETTER TAUGHT TO EMPLOYEES

Response

Employees Supervisors
Response

One to One 28% 24%
0

Charts/Graphs, Forms,
Manuals, Work Orders 21% -18%

To A Group:. 2-5 People 14%

Memos & Notes _11% 7%

Letters & geports 10% . 17%

'Demonstrations, Radio 10% 15%

Telephone 6% 9%

T'ab.lo 110
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TRADE AND IMUSTRIAL OCCUPATIONS

HINI QUESTIONNAIRE

r3

SUPERVISORS RESPONSE TO: MoSt Frequently Most Effectively
Used Communication's Used Communications

One. to One . . . . 32% 32%

Telephne . 17% 15%

To A Group: 2-5 People 16% . 13%

Memos & Notes. 12% 13%

Charts/Graphs, Forms.
.

-Manuals, Work Orders .-10% 9%

ADemonstratiOns, Radio . 7% 10%

Letters.& Reports 6% . 8%

Table 111

COMMUNIC1TIONS THAT SHOULD BE BETTER TAUGHT TO SUPERVISORS

Emplyes
Response

Supervisors
Respense

One to One 22% . . 28%

. Letters & Reports

Demonstrations, Radio . 18% 12%

Charts/Graphs, Forms,
Manuals, Work Orders . 13% . 16%

To A Group: 2-5 People 12% 15%

Telephone 8% .

Memos & Notes 7% '16%

Table 11P
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- , CHAPTER X'

CONCLUSIONS AND RECOMMENDATIONS

CONCLUSIONS

-

An examination of the figures and tables, and the narrative intro-
ducing each section, shows that in spite of differences-in responses"
between individuals and advisory groups in a given field, and in
spite of differences between*fields, there'is-'acommonality to the
responses. All'employdes reported relying heaVily on oral communicaT.
tions for both sending and receiving Communications. In six .(Agri .

culture, Distributive and Marketing, Heelth, Home and Family Life,
Technical, and Trade'and Industry) of seven occupational fields sur-
i7eyed, the spoken word was the predominant thoice as a means of
communicating. When writing was used aS Ole means of communication,

, it tended.to be infoiMal.

In the Business and Office occupations, the responses varied.
Advisory group employees Indicated that talking (58% of their re-'
sponses) was the most frequent.Way of, sending,communications. When.
responses from individual employees in the field were analyzed, theY
reported hat they talked and listened slightly iess than they wrote
and read; supervisors keported -reading more than listening'. Respon-
dents from one job cluster (junior accountant) in the Business ind
Office occupations indicated the use of oral communications in only
about one-third of their responses. In the same field, clerk-typists
indicated that they talk and listen considerably more than they
write'and teed..

Employees selected 'talking to one person.face-to-face as the most
frequent way of sending communications (33% or more of their re-
sponses in each of five fields: Agriculture, Health, Home and Family.
Life, Technical,,Trade and Industry) and employees indicated receiv-
ing information by listening to one person face-to-face (29% or more
of their responses in all of the seven fields). The same pattern

. prevailed among-supervisors. Only in the field of Business and
Office did the supervisor responses fall below 50% in the use of
one-to-one oral communications.

The figures and tables show that even when writing choices domi-
nated talking choices, the way of cOmmunicating moSt used was'talking
with one person face-to-face.

In Distributive and Marketing occupations, training in one-to-one
communications takes,place during.the instruction given for sales
work. Lit-de beyond this training, hoWever, was found in the way of
a formal curriculum for oral'communications.
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While it is possible that there are courses being offered in
seconda.ry,and post-secondary schools that are designed to teach
effective wayS of isking for and giving advice,.expressing and
reacting to opinions, giving and responding to directions; they
were nor discovered during the investigations related to this project.
There are few formal programs being presented that deal explicitly
with one-to-one kinds of oral communications. For example, the
imvestigatorvwere unable to find curricula designed to teach a food
processing warehouse foreman how to direct a fork lift operator to

-place a pallet of canned food in a specific place in a warehouse or
.to teach the fork lift,operator how to ask questions when he wasn't
absolutely sure that he clearly understood the direCtions. ,No course

. was found with the objective of teaching the executive or administrator
how to explain a format to g Secretary so'that the finished,product
would be as visualized'by the person requesting it.

Even with the concentration n communications of those involved in
this project there were occasions when, due to lack of training in
oral communications on the part of those giving directions, lack of
understanding occurred and difficulties in one-to-one communication
ensued.

In order to emphasize the importance.of oral communications as
reported by both individual and advisory group respondents in all
fields surveyed', charts were Prepared (Figures 85-'80.- As noted in
the narrative, only Business and'Office employees used oral communi-
cations less frequently than written communications, and even in this
field the ,clerk-typist and he recordkeeper reported most communica-
tions as being oral (over 50% of their responses) and the secretary
reported only CoMmunications with customers as being done more through.
writingthan through talking.

The charts show that tl-;e supervisor advisory groups in all fields
report that when they comMunicate Onthe job, they' talk more,than
they write. However, bath the Business and Office and the TeChnical
individual-respondents reported reading as the predominant means of

coMmunications (52% and 53%; respectively).. Figures89-92
depict the .extent of one-to-one, face-to-face, communications in all
fields. In all cases the percentages used are the percentages of all
ways of communicating reported being used. Wide variations between
fields appear on the charts illustrating the indfViduals responses
to the detailed questionnaire. The range is from a low of 22% in the
listening mode (reported by individual supervisors in the Business
and Office Eield) to a high of 597 in the listening mode (reported
by individual'employeeain the Health field.) Individual employees
in the Health field.reported'talking and listening as constituting
most of their communications (over 50% of both their communications
sent and their,communications received).

The (-harts reporting the responses of the advisory groups show a
greater ,:onsistency among fields. The analysis o responses collected
from advisory group employees shows a range of only five percentage
points in the nlking mode from 32% in Business and Office to 37% in
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Trade :'ncl Industrial. The analysis of responses collected from ad-
visory group supervisors reported a range in the listening mode of
from 30% in Technical to 36% in Health, and in the talking mode from
30% in Business and Office to 35% in Agriculture.

Table 113 (employee Occupational Summary) and .Table 114 (supervisor
Occupational Summary) illustrate the rankings of the'ways of communi-
cating within each of the seven fields. 'The first figure shown in
each case represents the rankings from the mini-questionnaire analysis;
the second figure represents the rankings from the detailed question-
naire analysis; the third figure represents rankings from,the condensed
questionnaire (advisory group) analysis.
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OCCUPATIONAL SUMMARY
.WAYS OF COMMUNICATING

Bulle-
tins

EMPLOYEES Charts
Responses

_ Graphs Intercom
to One MemoS Group Forms Demon-

Question- to & Tele- 2-5 Work stration Letters.
naires One Notes phone 'People orders Radio Renorts.

_

AGRICULTURE
Mini 1 2 3 3 6 5 7
Individual 1 3 5 2 3 5 5
Advisory 1 2 3 4 r, 5 7

BUSINESS. AND
OFFICE
Mini - 1 2 3 6 5 7

Individual 1 2 5 7 3 6
Advisory 1 1 3 5 5 7

DISTRIBUTION
& MARKETING

Mini 1 3 2 6 5 4 . 7

Individual 1 2 4 2 5 7. 5
Advisory 1 3 2 4 6 5 7

HEALTH
Mini 1 4 '2 4 4 3 7

Individual 1 3 3 5 6 3 6

HOME AND
FAMILY LIFE
Mini - 1 5 2 2'" 6 6 4
Individual 1 2 3 4 5 6 5

Advisory 1 4 2 3 6 6 6

TECHNICAL
Mini 1 2 5 3 3 6 7

Individual 1 3 5 2 5 7 4
Adyisory i 2 3 6 6 5 7

TRADE AND
INDUSTRY
Mini 1 3 4 5 2 6. 7

Individual' 3 4 5 6 7

Advisory 1 4 4 6 7

Table 113

226

238



OCCUPAT I ONAL SUMMAR

WAYS OF COMMUNICATING

Bulle-
tins

SUPERVISORS Charts
Responses Graphs Intercom

to One Memos Croup Forms Demon-
Question- to _2-5 Work stration Letters.
naires . One Notes phone People orders Radio Reports

AGRICULTURE

Individual
Advisory

1

1

1

5

3

3

6

4

.3

4.

2

2

2

6

6

3

7

5

7

5

.6

BUSINESS AND
OFFICE.

Mini 1 2 3 6 5 7 4

Individual 2 1 3 4 4 7 4

Advisory 1 1 3 5 6 7 4

DISTRIBUTION
& MARKETING
lini 1 2 ' ,4 5 ' 4 6

indiv-idual 1 4 2. 3 7 6

.Advis)ty 1 3 2 4 6 6

HEALTH
Mini 1 6 2 6 5 4 3

Individual 1 2
Advisory 1 . 2 3 .4 6 5 7

HOME AND.
FAMILY LIFE
Mini-; 1 6 5 4 3 -/ 7 2

Individual -1 3 4 2 6 7 - 5

Advisory 1 3 2 4. 6 7 5

TECHNICAL
Mini r 7 5 2 3 3 '6

individual r 3 5. 4 2 7 5

Advisory 1- 3 2. . 4 5
6 5

TKADE AND
INDUSTRY
Mini 1

.

4 7 3. 2 6 5

IndivIdual 1 2 4 3 6 7 5

Advisory 1 1 2 5 4 7 6
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RECOMMENDATIONS

It was detetmined that Objective 3, "To determine a basic vocabu-
lary of from 50,to 100 descriptive and discriminative woxds/phrases
that allow effective, application of the teChnical vocabulary in.each
of the occupational clusters," was beyond the capacity of accomplish-
ment of this project. Today's technology has made manual determina-
tion ofcommon vocabulary used in occupations obsolete. Computers,
with their scanning capability of'printed textual material, have pro-
vided faster, mdre accurate means of identifying "descriptive/dis-
criminative words/phrases" suggested in this-objective. Further,
the cost of developing .the kind of basic vocabulary identified 'in
Objective (3) would be beyond the resources of this proYect. To do
the research correctly, thefe would need to be individual recordings
of conversations that take place on each job of each,of,the thirty (30)
occupations studied: This would require a minimum of:

1. Thirty (30) minutes of taped conversation between the
designated employee and other employees in the specific

-business..
2. The same amount or taped time would be required,between and

among:

. employees and-customers,
b. employees and supervisors,
c. supervisors and'supervisors,
d. supervisors and customers,
e. all the multiples these imply.

This research would only collect the information. Additional time
and money would be needed to' transcribe these conversations and to
make a detailed report.

----11-117s.§1-a-t-e-Fneritd15-e-sii6C,--inany-Va-y,-1.-Mply that the objectIve is
unimportant. To the contrary, it is because of its importance that
the specific objective is considered too expensive to attempt 'in this
project: It is 'urged that the objective be pursued in another proj-
ect with additional and adequate resources.

The project results leave little doubt that-greateremphasis needs
to be placed on the feaching of oral communications related to spec-
ific.occupations. It is recommended thatthexeaching of oral
communications on a one-to-one basis, and'informal written communica-
tions, be made an integral phrt of every vocational training program.
Since no task analyses were done for the specific jobs'investigated in
this project, the amount of time spent in communication activities has
not been sle.termined; neither has the importance of communications,
per Se, to individual job performance. It must be the responsibility
of the instructor, the communications specialist and/or the curriculum
specialist to determine the amount and the depth of communications
training needed for any particular vocational education program. The
form of communication training and the degree to which that training
is .related to lie.specific job must be determined by those responsible
for the training.
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There is, however, clear evidence that extreme emphasis should be
placed on face-to-face oral,comMbnications and informal:written com-
munications. 'Training for this should concentrate on the involvement
of both.parties in an occupational communication .situation. It js of
great importance that communications be between people.

The vocational instructor has the obligation to make sure that
his/her stu'dents have the necessary skills in the ways people communi-
cate: talking and listening--reading and writ.ing. Equally important,
each has the responsibility to assure that the students, regardless
of level, are capable of using the skills ineumbent in asking and
answering questions, giving and receiving advice, complimenting and
responding to cemplimeats. The vocational student is not completely
trained until he/she has the communications skills needed for sbccess
on the job.
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APPENRIX A
PAGE L OF 22

OCCUPATIONAL COMMUNICATIONS SKILLS ANALYSIS

Group NaMe

Firm Naffie Position With Firm

Address No. Of Yrs. In Current Position

No. Of Yrs. With This Firm

,Phone No. Of Yrs. With This Type Of Firm
-

How Many Employees In Firm Years Of Schooling

How. Many Supervisors in Firm Hol/ Many Employees Do You Supervise

Communication is a two-way process. Communication on the job
takes place when a person (the sender) gives thoughts or ideas ,to,
another person (the receiver) and when a person (the receiver) re-

,

ceives the thoughts or ideas of another person (the sender).
a

.Basic communications skills involving reading, writing/ and
speaking have become an integral part of technical training. Daily,
ihformal interactions that occur (ir. between employee and supervisor,
(2) between customer and employee,.apd (3) among employees illustrate
these communicatiohs skills. Communications skills relevant to
technical traihing include:

a. Giving and receiving diredtions, instructions,
and orders,

, b. Describing and defining materials, process and
requirements,

c. Asking for information and services, and
Explaining technical processe'S in non-technical
terAls.

The following Occupational Communications Skills Analysis is an
attempt to identify a basic core of communications skills that supplies
support to the technical skills used by the employee and the supervisor
on the job.
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ApPENQIX A
PAGE 5 OF 22

DEFINITION OF TERMS

The following definitions %re included .to help differentiate between words
that have Similar meanings. It may-prove beneficial to read this list before
you continue with the quest!lonnoire.

Appreciation: 'Thc'awareness of value or enjoyment.
Assurance: Sc,:l'ethiq said or-done to inspire confidence.

.

Compliment: :':).mething said in admiration, praise or flattery.

Direction: .Instructions for doing, operating, using, preparing.
Instruction: To communicate Icnowledge,
Order: A-command backed-by authority.

Opinion: What seems true, valid or probable to one's Own mind.
Proposal: A plan.or action put forth for acceptance or rejedtion.
Recommendation: To express approval, to suggest favorably.
Suggestion: To bring to the mind for consideration, mention as something

to think over.

Policy: A general plan.
Procedure: A specific method 6r way of doing Something-.
Routine: Doing some.thing)Dy habit.

Bulletin: A brief, regular, official phblication.
A memorandum, an informal, written communication to help one,

remember something or remind one to do something.
Note: A written comment, an informal, brief, written explanation or

instruction.
Report: A formal, official, 1,rritten presentation of fadts or proceedings.

Equipment: Devices which generate power or have an effect on
materials; i.e., PBX'switchboards, radio transmitters,
weight scalds, ammeters.

Machines: Devices, which are a combination of Mechanical parts
designed-to apply force toclo work on, or move materials,
or to,-process data; i.e., drill'presses, typewriters,
conveyers,,hcasts.

Materials: Items being processed, products being made; i.e.,, lumber,
wood products, field crops.

Other Word Aids: Miscellanedus items which cannot be considered as
machines, tools, or equipment.

Supplies: Items used to a.:.:sist a worker; i.e., paper, pencils. paper
clips, typewriter ribbons, etc.

Tools: Common hand tools manipulated by the worker.

Demonstration: A practical showing of how something works or is used.

Effective: Producing a desired result.
.3

GrouE: 2-5 people.

Reprimand:. To blame or-scold in a formal-and sharp way.
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WAYS INFORMATION /5 GIVEN

APPEN15IX A .

PAGE 4 OF a
6,4,-

8:

4'

0474. oo gg 4e e
AP. eAs An EMPLOYEE.When I:"

4? 4
..,f O'Give Information To M:t

d' e4, Ai" NNOOSUPERVISOR About:
g "Y sse _1 s NV

5'
Items For Sale

Big Ticket Items

'Equipment

Machines

Materials

Small Items

supplies

Other

Items For Rent

Equipment

Machines`,

Tools

Other

Services

Ad)ustments

Credit

Delivery

Repair

Returns

.0ther

ItomeFor CoMpany Use

Equipment

Machines

mate'rials

Supplies

Tools

Work Orders

Other -

Production

Crew

Company

Individual

Industry

National

Other

Schedules

Employee Work Schedules

Production Schedules

Schedules Of Work To Be Done

Supervisor Work Schedules

Other Schedules

People

What Customers Do

What Employees DO

What Other Supervisors Do

What Suppliers Do

What 061er Company Stores Do

What Top Management Personnel Do

(

45 4. 4, 4, 4, '5 4. 4, 4, 4, 4, 4,

9.
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APPENPI X A
PAGE 5 OF 2 2

As An EMPLOYEE When I:
Give Information To.2.1

SUPERVISOR About:

Policies

Company

Employment

4lome Management

'Hospital

Labor-Management

Management

Office

Shop

Union

Other

Procedures

Company

Employment
.

'Home Management

Hospital

Labor-Management

Management

.Office

Shop

Union

WOrv

Other-

Routines

Company

Employment

kospital

Labor-Management

Management

Office

Union

Work

004r

Other

Accidents

Business Trends

Employee Meetings

Sales Events

Staff Meetings

Symptoms Of An Illness

Other

WAYS INFORMATION IS c/vEN'(cont.)
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As An EMPLOYEE When
Receiv, Infordnarion From My

PER,./.1f;OR About:

Items For Sal!"

Rig TIcket Items

Equipment

Machines

Material::

Small Items

Suppnes

Other

Item's For Rent

Equipment

Machines

Tools

Other

Gervices

Adju.itments

Credit

Delivery

Repair

Returns

Other

Items For Comoslytly,e

Equipment

Machines,

Materials

Supplies

Tools

Work Orders

Other.

Production '

Crew

Company

Individual

Irv!ustry

National

Other

,Schedules ,

Employee Work Schedules

Production Schedules

Schedu.les Of Work To He Done

,tSopervi,sor Work Schedules

Other Schclules

Yeopis

What Customers Do

What Employees Do

What Other Supervisors Do

what SupPliers Do

What Other Company Stores Do

What Top Management Personnel Do

a

WAYS INFORMATION IS 'RECEIVED
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SUPERVISOR About,
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WAYS INFORMATION IS RECEIVED (Cont.)

As An EMPLOYEE When I:
Receive Information From My

POlicies

Company

Employment

Hume Management

Hospital

Labor-Management

Management

Office

Shop

Union

Other

Procedures

.Company

Employment

Home Management

HoSpital

Labor-Management

Management

Office

ShoP

Union

WOc!k

Other

Routines

Company.

Employment

Home Management

.HOspital

Labor-Management

Manag.ement

Office

Tinion

Work

Other

Other

Acculen

Susim..,s Trend,

Employ..e MeetIn

Sales F.vnts

S,aff Meetings

Symptoms Of An fIlne:is

Other

^
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: /".. A. An EMPLOYEE When I

Information To Other

EMPLoYEES About:

Items For Sale

Big Ticket Items

Equipment

Machines

Materials

Small Items

Supplies

Other

Items For Rent

Equipment

Machines

Tools

Other

Services

. Adjustments

Credit

Delivery

Repair

Returns

Other

Items For Com2Liax_Dse

Equipment

Machines

Materials

Supplies

Tools

Work Orders

Other

Production

Crew

Company

Individual

/ndustry

National

Other

Schedules

Employee Work Schedules

Production 5chedules

Schedule% Of Work To De Done

Supervisor Work Schedules

Other Schedule%

what Customers Do

What Fmpl,,yees Do

What Other Supervisor%

What Suppliers Do

What Other Company Stores Ix,

What TcT Management Personnel rx,

WAYS INFORMATION IS GIVEN
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As An EMPLOYEE When 1:
Give Information To Other

EMPLOYEES About:

Policies

Company

Employment "

Home Management

Huapital

LaL,r-Management

Management

Office

Shop

Union

Other

Procedures

'Company

Employment

Home Management

Hospital

Labor-Management

Management

Office

Shop

Union

Work

Other

Routines

Company

Employment

Home Management

Hopital

Labor-Management

ManageMent

Office

Onton

Work

Other

Other

Accidents

Business Trends

Employee Meetings

Sales Events

Staff Meetings

Symptoms Of An Illnans

other

'WAYS INFORMATION IS.GIVEN (Cont.)
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As An EMPLOYEE Wh,n 1,
Receive Infbrmation.from

OTHER EMPLOYEES About:

Policies

Company

Employment

Home Management

Hospital

Labor-Mana, ment

Management

Office

Shop

Union

Other

Procedures

Company

employment

'Home Management

, Hospital

LaborTManagemen

Management

. Office

Shop

Union

Work

Other

Rbutines

CoMpany

Employment

Home Management

Hospital

Labor-M.inagement

Management

Office

Un'ion

work

Other'

Other

Accidents

Business Trends

Employee Mtetings

SAles. Evf!nt,:

Staff meetings

Symptom!: r,f An

0!her

WAYS INFORMATION IE RECEIVED (Cont.)
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A, An Whe:)

Informa'reN T,

CUSTOMER:: About:

Items For Sale

Pig Ticket Items

Equipment :

Machines

Materials

Small Iremr

.Suppllett

Other

Item!. For Pent

Equipment.

MachitieS

Tools

Other

SorvIce%

,Adjustments

Credit

Delivery

Repair

Returns

Other

Items For Coml.:any. use .

Equipment.

'Machines

Materials

. Supplres

Tools

Wnik rirdorq

Other

Production

Cf,w

Cmnpany

Irol,v1!,a1

N 1.):111

Other

Employee Work 14cholla,

Produ,f1,n Schedules

:".chelules Of W,rk Tr, B" Cone

rv Wot i !--a-!. do I a 1

Wh.at

whit other Stupervisors
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PAGE 15- OF LL

A. An EMPLOYEE When
Give Information ro

CUSTOMERS About:_

policiel

C,!mpany

Employment

Home Management

Hospital

Labor-Management

Managemint

Office

Shop

Union

Othe'r

Procedures

Company

Employment. .

Home Management

Hospital

Lab,Dr-Management

Managoment

Office

Shop

Union

. Work

Other

Routines

Company

Employment

Home Management

Hospital

Labor-ManageMent

Management

Office

Union

Work

Other

Other

Accidents

Business Trends

Employee Meetings

Sales Events

- iztaff Meetings

Symptoms Of An Illness

Other

WAYS INFORMATION IS CIVEN (Cont.)
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AiLEMPLEE When_lj
Recoil:, Information From

CUSTUMEN; About.

Big Ticket Iters

Equipment

Machines

MSterials

Small Items

Supplies

Other-

'Items For Rent

Equipment

Machines

Tools

Other

'Services

Adjustments

'Credit

Deli'very

Repair

.Returns

Other

Items For Company Use

EquIpment

Machines

Materials

Supplies

Tools

Work. Orders

Other -

Production

Crew

Company

Individual

Industry

National

Other

%.:hedules.

Employee Work Schedules

Production Sciiedules

Schedules Of Work To Be Done

Superv.sor Work,Schedules

Other Schediales

What Customers Do

What Employees Do

What Other Supervisors Do

What Suppliers Do'

What Other Company Stores Do

What Top Management Personnel Do

'WAYS INFORMATION IS RECEIVED
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, ° 
I 
Read 

Reports 

I 
Read 

Letters 

I 
Read 

Bullettns 

I 
Read 

Memos 

I 
Read 

Notei 
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Does 

Not 

Apply 

0 
I 
Give 

Advice 

I 
Ask 

Questions 

I 
Give 

Assurance 

I 
Show'Appreciation 

I 
Give 

A 
Compliment 

I 
Make 

Corrections 

I 
Give 

Descriptions 

I 
Give 

Directions 

I 
Give 

Explanations 

I 
Give 

My 

Opinion 

Give 

Instruction 

I 
Give 

Orders 

I 
Give 

A 
Proposal 

I 
Give 

Recommendations 

I 
Scold 

I 
Sell/Persuade 

I 
Give 

Suggestions 

Give 

h 
Reprimand 

Other 

* 



AS'AN EMPLOYEE WHEN I:

P.2f1 Manuals Irom:

My Supervisor

Other Employeeh

Customers

Read R.:ports From:

My Supervisor

Other Employee:.

Customers

Pead Letters From.

My Supervisor

Other Employees

Customers

Redd Bulletins Erom:

My Supervisor

Oth:tr Employees

Customers

Redd Memos From:

My'Supervisor

Other Employees

Customers

Read Motel,: From:

My Supervisor

other Employees

customers

P. Work Orders Fromo-

My Supervisor -

Other Empioyees

Customer's

Redd Completed 'Forms From:

My Supervisor''

Other Employees

Customers

Redd Charts, 5k..7,Ales, -;ra,uhu From,

my Suprvisor

Other.Employee,

ThiStomers

Wdtch_ A pemonsrratioo From:

My Supervisor

Other Employees

Cnne Is

Receive A Telcanhone C1111 From:

My :lup,rvi:;oy

oth.r Employees

Custon:rs

,..

WHAT INFORMATION IS RECEIVED

APPENDIX A
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I 
Rec,,ive 

Advice 

I 
km 

Asked 

Questions 

,Am 

Given. 

As,:urlance 

I 
Am 

:;.norn 

Appreciation 

fkin 

Given 

A 
Cothpliment 

Am 

CorreCted 

eceive 

Descriptions 

Receive 

Directions 

f'Receive 

Explanations 

I 
Receive 

Opinions 

I 
Receive 

Instructions 

Receive 

OrderS' 

I 
Receive 

PrOPosals 

Receive 

Rccorrrsendations 

Am-Scolded 

Other 



WHEN t,

EFFECTI7ENESS OF COMMUNICATIONS

17

AS AN EMPLGYEF I AM
r EFFECTIVE WHEN 1:

. _
j 0 (-61

My

'
17'Hpervisot

Grvr c!rdyrs

My visor

I 1 (Aher Employees

Custome:s

Ci

My Supervlsor

ot F.rri.loyee, Other Employees

Customers

T.):.

W1

I !co t :.mpl,../

App,re,..i at liii 77
My ...r

'her , .

I. Exil Tor.

.--1 IEfl

Give Sec.ommendations To,

My Supervisor

Other Employees

Customers

My Supervisor

Other Employees

Customers

Sint/Persuade:

My Supervisor

Other Employees

Customers

';ive Sunestions To:

My Supervisor

Other Employees

Customers

PeErimand;

My Supervisor

Other Employees

Customers

261
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AS, AN EMPLOYEE I AM
EFFECTIVE WHEN 1.

Write_ Heports To:

My Supervisor

Other Employees

Customers

Writy 1,eltters

My Supervisor

Other Employees

Customers

Write dulletins To:

ay Supervisor

Cther Employees

Customers

Write Memos To:

My Supervisor

')ther Employees

Customers

Write N'Aes To:

My Superv.sor

Other Employees

Customers

Fill Out Work Orders For:

My Supervisor

Other Employees

Customers

Fill Out Forms For:

My Supervisor

Other Employees

Cu,stomers

Make Charts, Gra2hs,
Sketches For:

My Supervisor

Other Employees

Customers

Give Demonstrations To:

My Supervisor

Other Employees

Customers

Telephone To:

My Supervisor

Other Employees

Customers

Padio,Int!!riom To:

My Supervisor

Other Employees

Cos t oine rs

EFFECTIVENESS OF COMMUNICATIONS (Cont.)

-v

e
44 ,

. AN EMPLOYEE I AM
k' EFFECTIVE WHEN I:

u O 0 .0

ccc
e a? 2 2 Talk One To One To:

My Supervisor

An Other Employee

A Customer

Talk To Groups Of:
'(2-5 People)

Supervisors

Employees

Customers
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SUMMARY
APPEND I x
PAGE 22 OF 92

You have now completed our Occupational Communications Skills Analysis.
Please summarize your beliefs about communications on your job answering
the following questions.

Which three ways of communication do you use most frequently?

Which three ways of communicating are most effective for you?

which three ways of communicating need to be better taught to employees prior

to their employment?

N
Which three ways of communicating need to be bettNertaught to zupervisors

prior to their employment as supervisors? N.,

We would appreciate your comments about our Occupational CommuniCations

Skills Analysis

21
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Group

OCCUPATIONAL COMMUNICATIONS SKILLS ANALYSIS

Name

APPENDIX B

PAGE 2 OF 26

Firm Name Position With Firm

A4dress

Phone

How Many Employees In Firm

No: Of Yrs. In Current Position

No. Of Yrs. With This Firm.

No. Of Yrs. With This Type Of Firm

Years Of Schooling

How Many Supervisors in Firm How Many Employees Do You Supervise

Communication is a two-way process. Communication On the job
takes place when a person (the sender) gives thoughts or ideas to
another person (the receiver) and when a person (the receiver) re-
ceives the thoughts or ideas of another person (the sender).

Basic communications skills involving reading, writing, and
speaking have become an integral part of technical training. Daily,
informal interactions that occur (1) between employee and supervisor,
(2) between customer and employee, and (3) among employees illustrate
these communications skills. Communications skills relevant to
technical training include:

a. Giving and receiving directions, instructions,
and orders,

b. Describing and defining materials, process and
requirements,

.c. Asking for information and services, and
d. Explaining technical processes in non-technical

terms.

The following Occupational Communications Skills Analysis is an
attempt to identify a basic core of communications skills that supplies
support o the technical skills used by the employee ana the supervisor
on the job.

265
1



APPENDIX B DEFINITION OF TERMS

PAGE 3 OF 26
The following cifinitions are included to help differentiate bet*-Teen words

that have similar meanings. It may prove beneficial to read this list before
you continue with the questionn.tlre.

Appreciation: The awareness of value or enjovment.
Assurance: Something said or done to inspire confidence.
CompliMent: Something said in aamiration, praise cr flattery.

Direction: Instructions for doing,.operating, usiny, preparin,g.
Instruction: To communicate knowledge.
Order: A cov.1:tand backed by authority.

Opinion: What seems true, valid or probable to one's own mind.
Proposal: A plan or action put forth for acce:ptance or rejection.
Recommendation: To express approval, to suggest favorably.
Suggestion: To bring to the mind for consideration, mention as something

to think over.

Policy: A general plan.
Procedure: A specific method or way of doing something.
Rootine: Doing something by habit.

Bulletin: A brief, regular, official publication.
Memo: A memorandum, an informal, written communication to help one

remember something or remind one to do.something.
Note: A written comment, an informal, bkief, written explanation or

instruction.
Repot.: A formal, official, written presentation of facts or,proceedings.

Equipment:

Machines:

Materials:

Devices which generate power or have an effect on
materials; i.e., PBX switchboards, radio transmitters,
weight scales, ammeters.

Devices which are a combination of mechanical parts
dpsigned to apply force to .do work,on, or move materials,
or bo process data; i.e., drill presses, typewriters,
conveyers, hc.its.
Items being ptocessed, products
wood products, field crops.

Miscellaneous items which
machines, tools, or equipment.

clips, typewriter ribbons, etc.
Common hand tools manipulated by the worker.

Items used to assist a worker; i.e., paper,

Other Work Aids:

being made; i.e., lumber,

cannot be considered as

Supplies: pencils, paper

Tools:

Demonstration: A practical showing of how something.works or is used.

Effective: Producing a desired result.

Group: 2-5 people.

Reprimand: To blame or scold in a formal and sharp way.

2GU
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As A S6PERVISOR When
Give Information.To

TOP MANAGEMENT About:

Items.For Sale

Big Ticket Items

Equipment

Machines

Materials

Small.Items

Supplies

Other

Items For Rent

Equipment

Machines

Tools

Other

Services

Ad)ustmen'ts

Credit

Delivery

Repair

Returns

Other

Items'For Company Use

Equipment

Machines

Materials

Supplies

Tools

Work Orders

Other

Production

Crew

Company

Individual

Industry

National

Other

Schedules

Employee Work Slidilles

Production Schedul'es

Schedules Of Work To Be Done

Supervisor Work Schedules

Oiher Schedules

PeOpl,e

What Customers Do

What Employees Do

What Other Supervisors Do

What Suppliers Do

What other Company Ftores Do

What Top Manaement Personnel Do

WAY'..; INFORMATION IS GIVEN
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APPENDIX B

PAGE 5 OF 26
As A SUPERVISOH When I:
Give Information To

Tr..? MANAGEMENT About

Policies

Company

Employment

Home Management

Hospital

Labor-Management

Management'

Office

Shop

Union

Other

Procedures

Company

Employment

Home Management

Hospital

Labor-Management

Management

Office

Shop

Work

Other

Routines

Company

Employment

Hanle Management

Hospital

Labor-Manigement

Management

Office

Union

Work

Other

Other

Accidents

Business Trends

Employee Meetings

Sales Event!:

StAff Mee.tings

Symptoms Of An 7l1ness

Other

WAYS INtORMATION IS GIVEN (Cont.)
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A ::!TEkVi:..)k ;01,..n :7

Re....ve Information From
. .....

MANAi;EMENT Ahou.:

Items.yor Sale

Ttsket Items

Equipment '

Machtnes

Materials

Small Items

Suppltes

ther

T'.±.2!...2f1...r.,

Equipment

Ma..dones

Tools

Other

Adjustments

redtt

Deltvery

Pepair

'Returns

4 'Other

ETIAPMerit

Mdchls.

Materials

SNPDItes

Tools

Work Orders

Other

!r2AIJSI.J.21.1

Crow

compine

IndtvIdual

Industry

Nattonal

ther

Employee Woris. S'diedules

Produ,tton tichedulos

:;chedules Of Work To Be Done

Supervisor Work Schedules

rddier F.chodules

F!',12jE.

WhAt mo ,mors Do

Wlet En4,10},.:;

What othr I:upervilors Do

What Supplters Do

What Other Company Stpres Do

What Top Manadement Personnel Do

WAYS INFORMATION IS RECEIVED
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As A SUPERVIS:jR When I:

Information To Orher

Items For Sale

Big Ticket Items

Equipment
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Small 'ems'

i>uppliti

Other

Items For k,nt

EquxpMent

, Machines

Tools

Services

Adjustments

Credit

Delivery

.Repair

'Returns

Other

Equ:pment

Machines

Materi,ils

Supplies

Tools

Work orders

Other

Producfimm
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Mr,mpanY

Individual

Industry

National

Other

S,:hedules

Employee Work Schedulel

im ,duction Schedules

Schedules Of Work To PO Ikele

S .i;vrvisor Wotk S,hedules

Other ::chedules

W h.at Co.1,,mers Do

Fmploy ,,,, Do
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AZ A SUPEPVIOR When
(hve Information To Other

SUPERVISORS About:

Policies

Company

Employment

Home Management

Hospital

Labor-Management

Management

Office

Shop

Union

Other

,Procedures

Company

Employment

Home.Management

HO-spital

Labor-Management

Management

Office

Shop

Union

Work

Other

Routines
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Employment

Rome Management

Hospital

Labor-Management

Management

Office
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Work

Other

Other
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Emp)oyee Meetings

Sales Events

Staff Meetings

Symptoms Of An Illnes,

Otht.r
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Equipment

Machines.
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Small Items
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.Equipmnr.

Machines

deher

S"Iv2e's

Aajust,ents

Credit

Re[A:r

ReturnS

Other

Equipment

Machines

Marcrials

Supplies

Tool.s

Wcirk Ortlers

C.ther

Prpducri?p

Company

Individual

Indugtry

_

EmiThyee Woik Schedules

Produc,t,s Flchodu

llcheduls Or: W,rk To Ile lkum

rvt,:or Work .,-_-h-dulcs
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W h a r wok

wha t Employe.,s
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As A SUPERVISOR When I:
Receive Information From

CrIHER SUPERVISORS About:

Policies

Company

Employment

Home Management

Hospital

Labor-Management

Management

Office

Shop

Union

Other

Procedur:s

Company

Employment

H. -se Management

Hospital

-Abor-Management

'anaqement

Shop

Union

Work

Other

Routines

Company

Employment

Home Management

Hospital -

Labor-Management

Management

Office

Union

Work

Other

9ther

Acc:Jents

Business Trends

Employee Meetings

Sales Ever.s

Staff Meetings

Symptoms Of An Illness

Other
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As A SUPERVISOR When fy
/ ,live_Infurmation_yo

0
/ EMCAT.ES About: 2

CI

Items For Sale

Big Ticket Items

Equipment

Machines

Materials

Smtll Items

Supplies

Other

Items For Rent

Equipment

Machines

Tools

Other

Services

Ad)ustments

Credit

Oelivery

Repair

Returns

Other

Items For Compary Use

Equipment

Machines

Materials

Supplies

Tools

Work Orders

Other

ProductiOn

Crew

Company

Individual

Industry

National

Other

Schedules

Employee Work Schedules

Production Schedules

Schedule: Of Work To Re Done

Supervisor Work Schedules

Other Schedules

E.n2111.

What Customers Do

What Imployees Do

Wha't Other Supervisors Do

what Suppliers Do

What
..... ...... .......

Other Company Stores Oo

At Top Management Personnel Do
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As A SUPERVISOR When I,
Give Information.To

EMPLOYEES About:

Polfcies

Company

Employment

Home Management

Hospital

Labor-Kinagement

Management

Office

Shop

Union

Other

Procedures

Company

Employment

Home Management

Hospital

Labor-Management

Management

'Office

Shop

Union

Work

Other

Routines

Comp.my

Employment

Home Wvnigement

Hospital

Labor-Management

Management

Office

Unicn

Work

Other

Other

Accidents

Business Trends

Employee Meetings

sales Events

Staff Meetings

Symptoms Of An Illness

Other
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As A

Peceive Intormat'iob From

rbrifEP Abo ;!' :

Items For Sale

Big Ticket Items

Equipment

Machines

Materials

Small Item,:

lies
Other

Items Folrnt

Equipment

Machines

Tools

Other

Services

Adjustments

Credit

Delivery

Repair

:teturns

items For Comp_aay Use

Equipment

Machines

Matertals

Tools

Work Orders

Mther

Production

Crew

Company

Industry

Nattonal

P!'her

Schedules

Empl,yee Work Schedules

ProductLon Schedules

Schedules :1- Work To Se Done

1,,;,er/lsor Work

Cbher Schedu,es

What C.v.:tomer% Do

What Employees Do

Whit Ottwr S,pervisors to
Wh,% Supplier, nn

What Ot,hr!r- Storep Dt

What Too ..mariem.>nt P.rfumriel Do
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As A SgPEHVISOR When T:
RecelYe Ir. format..ion From

OTHER EMP.,YEES About:

Po lici es

Company

Employment

Home Management

Hasp Ltd 1

Labor-44anagement

Management

Of f i ce

Shop

Un ion

Other

Procedures

Company

Employment

Home MAnagement

Hospital

Labor-Management

Management

Of f ice

Shop

Un ion

Work

Other

!,:!k!t , nes

.mpany

Employment

HoMQ Mar1419,7Ment

Hospital

Lahor-Manaqement

Management

Of fi ce

Un I,n

Work

Other

Other

ident

Puniness Trend,

Employee meeting,

; s Events

.Aff Mo,irqs

SYmP1,'. Of An Illnes,

Other
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f onna?. ton

Items F,:.:- Sale

Big Ticket Item%

F..pi pr, t
Ma.7hinc,.

M4torials

:411411' Items

Other

. :terei For Rrint

Equipment

Machines

Tool

Other

:4ervicns_

Ad ).istments

Credit

Delivery

Repair

Machloesi

Mater-141s-

:applies

Work Order,:

Other

P!Rs!Ps!of.

Crew

Comr any

Icdustr

FMP, work Schedu:.r.

1,roo.o': ion Schedules

cherful,Ni Of Work To He Law,

,11,^i' ;sot Work Schedui-.

Ltht Fduler.
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Wh't uo

Wow. Vmplt

WhIt C'tv'r Superv:rors L.

'Thar,r'.tort Do

Wbat Other Cowpany :toles Do

What Top Manaqoment Pz.rnonnel Do
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Compan;

Employment

Home Managet3e..t

Hospital

Labor-Management

Management

Office

Shop

Union

Other

Procedures

Company

Employment

Home Management

Hospital

Labor-Management

Management

Office

Shop

Union

Work

Other

Routines

Company

Employment

Home Management

Hospital

Labor-Manag.:7ment

Management

Office

Union

Work

Other

Other

Accidents

Business Trends

Employee Meetings

. Sales Events
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Other
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As A :. ,EPVISOK When I:
Peceive Information From

0.1MERS About:

Items For Sale

Big Ticket Items

Equipment

Machines

matertal:1

Small Items

Supplies

Uther

Items For Rent

Equipment

Machines

Tools

Other

Servic-es

Ailustmenrs

Credit

Delivery

Repair

'Returns

Other

P:_ern_f9r

Equipment

Machines

- Materials

Supplies

Tools

Work Orders

Other

'1,idual

Other

Er,oloyee Work Schedules

nedulc.s

Or. work T. Be Done

'Aorx SolvAules

Clther

What Customers Do

'4,at Emp 'fees Do

What Other Supervisors Do

What Supp:iers Do.

What !.' her' Company St.)res

What Top tanaqement t.rsonnel DO
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P. A SUPERVISOR When I,
Receive Information From

USTOMERS About

/2111 I_9_1_62,1

Company

Employm.!-nt

Home K.,nagement

Hospital

LabOr-Management

Management

Office

Shop

Union

Other

Procedures

Company

Employment

Home Management

Hospital

Labor-Management

Management

Office

Shop

Union

'Wolk

Othor

FRADU!...,S

Company

Employment

Home Managemro

Hospital

Labor-Managemen,

Manaqem,.nt

Office

Union

Work

",her
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SalOS Event,
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AS A Sti,ERVISOR WHEN

Write Reports To:

Top Management

Other Supervisors

Employees

CustomerS.

Write Letters TO:

Top Management

Other Supervisors

.Emplayees

Customers

Write Bulletins To:

Top Management

Other Supervisors

Employees

Customers

Top MagAgement

ther Supervisors,

Employees

Customers

Tap Management'

Other Supervisors

Employees

Custmers

Fill Out Work_Order For:

Top Management

Other Sup.rvisors

,Employees

Customers

Ma.ke Charts. Gr4hs, Sketches For:

Top Management

Other Supervisors

Employees

Customers

A Demy!Istratic,n T

Top Management

upervisor-,

ment

Sup,rvisurs

Employ.les

Custrmers

WHAT INFORMATION IS GIVEN
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AS A SUPERVISOR WHEN (:

Radio/Intercom To:

Top Management

Other. Supervlsors

Employees

Customer:,

Talk One Tp One To:

Top Management

A,,.ther Supervisor

An Employee

A customer

Talk To A Group Of:
(2-5 People)

Top Management

Other ,Supervisprs

Employees =

Customers

Fill Out Completed Forms F=_.r:

Top Management

Other Supervisors

Employees

Customers

WHAT INFORMATION /S GIVEN (Cont.)
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WHAT INFORMATION IS RECEIVED

vloP WREN I

Read Manuals From:

Top Management

Other Supervisors

Employees

Customers

Read Reports From:

Top Management

1,,C17;I:Supervisors

Employees CustoMers

Read Letters From:

Top Management

Other'Supervisors

Employees

Customers

Read Bulletins From:

Top Management

Other supervisors

Employees

CustO6ers

Read Memos From:

Top Management

Other Supervisors

Emolodyees

Customers

Read Notes From:

Top Management

Other, Supervisors

Employees .

Customers

Read Completed Forml From:

Tbp Management

Q:her Supervisors

Employees

C .torner5

R,?,O.Charts. Gra,phsf Sketches From:

Top M)..11merlt

hther Sup.,rvisors
.

kmplOpes

Customers

Orders From:

.,anaqerrien...

Cu] .r Supervic,rs

Emplo.iees

(.!er-;,.-rr;
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AS A SUPERVISOR WHEN I:

Watch A Demonstration From:

Top Management

Other Supervisors

Employees

Customers

Receive A Telephone Call From:

Top Management,.

Other Supervisors

Emplcyees

Customers

Listen To A Padiof/ntercom Feom:

Top Managcsent

Other Supeicors

Employees

Customers

Listen To:

One Person From Top Management

Another Supervisor

An Employee

A Customer

Listen To A Croup Ofi
(2-5 People)

Top Management

Other Supervisors

Employees

Customers

. , .

WHAT INFORMATION IS RECEIVED (Cont.)
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;upervlsors

lletins To:

Management

:.t.mer Supervisors

yees

S.:siomerS

4:1:e Memos To:

Management

Super.risor$

El'iloyees

.71istomers

:te Notes To:

7cT Manaqement

Other,Supervisors

.Employees
5

:7q!.orr.CTS

Work Orders Fort

Tap Management

ther Supervisorr.

Fmployees

l:ustomerS

c;rakIls,

res For,

Top ManageMen

spry

Customer,;

A D'em,nstratIor To,

Tr.,p Mar lg..? -nt

' 0%Der Sk,per,,Isors

Customors

-41agement

!upe rvi ger.

,yees

EFFEdIVENESS 0' coMNrcTzoN S
4

4
1.,

'''
I: t;

..,t -C ,. A. A,
f .rf'

co c.,

:?

ee

J

287.

23

AS A SUFEEWIa'S I AM
EH,SCTIVO WHEN I:

_
Radtd/Intercom To:

Top Management

Other Supervisors

Employees

rgstomers

Talk One To One With:

Top Management

!ler Supervisors

rloyees

Customers

Talk To a Group Of:
(2-5 People)

Top Management

Other Supervisors

Employees

Customers
--'

Fill Out Completed
Forms Fo::

Top Aragement

Other SupervLsors

Employees

Customers
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A- A 5.J:C:j I AM

rFFE(J1yE WHEN

Oaye_Advi,e.

Top Maagemenr

c.ther Supervisor.:

Employe,.

Customers

A,k Ziestions Of:

Top Managment

Othei Supervisors

Employees

Customers

r.tve Assurance To_L

rop Management

Other Supervisors

Employees

Customers

Show ApEreciation To:

Top Management

Other,Supervisors

Employees

Customers 44:,

A.Compltment To:

lop Management

Other Supervisors

Employees

Customers

Correct

Top Management

Other Supervisors

Employees

,ers

Top Management

Other Iiupervisurs

Kmploye9

.Istoiner5

;:vo_

7,p Marlanf

Other t;iiirvic".ors

Employ.ees

Give___Explanaons

Top Management

Other Supervisors

Employaes

kLUStr.,,or!,

r--

EFFECTIVENESS OF COMMUNICATIONS

AL
cl c.

.4 8

2 4

AS A StliERVISOR I AA
EFFECTIVE WHEN I:

Give My Opinions To:

Top Management

Other Supervisors

Employees

Customers

Give Instructions To:

Top Management

Other Supe^visor

Employe,ei

Customr,,t,

(jivefOrd!,-

Ti

Oti .73

C;Vie

T,ap

Oth.r supervisors

vee,;

.Lomers

, Recommendations To:

Top Management

Other SupervisorS

Employees

Customers

Scold:

Top Ma:lagement

Other Supervisors

Employees

Customers

Sell/Persuade:

Top Management

Oth,r Supervlsors

Employees

Customers

Give Suggestions To:

"op Manager:la '

Other Supervisors

Employees

Customers

R21p_r_i_man11:

Top Management.

Other Supervisors

Employees

Customers



SUMMARY
APPENDIX B

PAGE 26 OF 26
You have now completed our Occupational Communications Skills Analysis.

Please summarize your beliefs about communications on your job by
the following questions.

Which three ways of communication do you use most frequently?

Which three ways of communicating are most effective for you?

Which three ways of communicating need to be better taught to employees prior

to their employment?

. .

Which three ways of communicating need to be better taught to supervisors

.prior to their employment as supervisors?

We would appreCiate your comments about our Occupational Communications

Skills Analysis

289
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A

290

Number I

-"EMPLOYEE SEND'l

(s)

SUPERVISORS EMPLOYEES CUSTOMERS

WRITE,REPORTS

WRITE LETTERS

WRITE BULLETINS .

WRITE MEMOS

I WRiTE NOTES

WRITE WORK ORDERS

.

WRITE FORMS

MAKE UP CHARTS, GRAPHS
.

:

GIVE DEMONSTRATIONS

TALK ON TELEPHONE

CALL ON RAbIO .

TALK FACE-TO-FACE

WITH ONE PERSON

,

. ,

TALK TO A GROUP (2-5)

Oa

291



Number 2

. 'AS AN-EMPLOYEE-WHI-LE COMMUNICATING,- -.. -

UITH SUPERVISORS"

Send:.

(1) GIVyDVICE (1) (2) (3)

(2) ASK QUESTIONS

.(3) GIVE ASSURANCE

(4) SHOW APPRECIATION

mosi.

(5) GIVE COMPLIMENT

(6) CdRRECT

=1 Mal

(7) GIVE DESCRIPTIONS

. .1.

(8), GIVE DIRECTIONS

(9) GIVE EXPLANATIONS

(10) GIVE OPINION

(11) GIyCINSTRUCTIONS
MMIIMI MMENAMIN

(12) '' GIVE ORDERS, ,

(13) GIVE PROPOSALS

(14) GIVE RECOMMENDATIONS

_.

(1) SCOLD

(16) SELL/PERSUADE

1..=1.1..1041. 10

(17) GIVE SUGGESTp:IS

(18) GINE REPRIMAND :



Number 3

"AS AN EMPLOYEE WHILE COMMUNICATING

WiTH EMPLOYEES"

'

Send:

(1) GIVE ADVICE (1) (2) (3)

(2) ASK QUESTIONS

(3) GIVE ASSURANCE

(4) SHOW APPRECIATION

(5) GIVE COMPLLMENT

(6) CORRECT

(7) GIVE DESCRIPTIONS

(8) GIVE,DIRECTIONS

(9). GIVE EXPLANATIONS

.
(10) GIVE OPINION

Mall

(11) GIVE INSTRUCTIONS .
(12) GIVE ORDERS

(13) GIVE PROPOSALS

(14) GIVE RECOMMENDATIONS

1111

(15) SCOLD

(16) SELL/PERSUADE ,

(17) GIVE SUGGESTIONS.

(18) G:IVE REPR.1MAND

0?9, A



"AS AN EMPLOYEE WHILE COMMUNICATING

WITH CUSTOMERS"

Send:
-o

(1) GIyE ADVICE (1) (2) (3)

(2) ASK QUESTIONS

(3) GIVE ASSURANCE

(4) SHOW APPRECIATION

(5) GIVE COMPLIMENT

(6) IORRECT

(7) GIVE DESCRIPTIONS

0) GIVE DIRECTIONS

(9) GIVE EXPLANATIONS

(10) GIVE OPINION 3

(11) GIVE INSTRUCTIONS

(12) GIVE ORDERS

(13) GIVE PROPOSALS

(14) GIVE RECOMMENDATIONS'

(15) , SCOLD

(16) SELL/PERSUADE

(17) GIVE. SUGGESTIONS

(18). GIVE REPRIMAND



, A

L

Number 5

'EMPLOYEE RECEIVE'

(5)

SUPERVISORS

(E)

EMPLOYEES

(C)

CUSTOMER

fiECEIVE -REPORTS
A

'RECETVZ.LETTERS '

.

..RECEIVP.BULLETINS
,

,RECEIVE MEMOS

'REC.EIVE NOTB '

RECENEWORK OROERS

RECEIVE FORMS .

AEEI).JV CHARTS, GRAPHS
,

,AM GIVEN DEMNSTRATIONS

RECEIVE TELEPHONE CALLS:
,

.

RECEIVE RADIO CALLS

.

.

LISTEN TO ONE PtRS'M

'FACE,TO-FACE

.

..

LISTEN T,0 PAROUP (2-5) .

044



Number 6

jleceive:

"AS AN EMPLOYEE WHILE COMMUNICATING

-WITH SUPERVISORS"

RECEIVE ADVICE

AM ASKED QUESTIONS

RECEIVE ASSURANCE-

RECEIVE APPRECI'ATION

RECEIVE COMPLIMENT

RECEIVE CORRECTIONS

RECEIVE.DESCRIPTIONS

RECEIVE DIRECTIONS

RECEIVE 1XPtAN1TIONS'

RECEIVE OPINIOtiS

RECEIVE NNSTRUCTIONS

RECEIVE ORDERS

RECEIVE PROPOSALS

REeEIVE RECOMMENDATIONS'

AM SCOLDED

AM SOLD/PERSUADED'

RECEIVE SUGGESTIONS

RECEIVE REPRIMAND..
.1.

(1) (2) (3-)



Number 7

"AS AN EMPLOYEE WHILE COMMUNICATING

WITH EMPLOYEES"

Receive:

(1) RECEIVE ADVICE (1) (2) (3)

(2) AM ASKED QUESTIONS

(3) RECEIVE' ASSURANCE

(4) RECEIVE APPRECIATION

e.I.mP

IpealnIpl

(5) RECEIVE COMPLIMENT

(6) RECEIVE CORRECTIONS

111101116110 =111P11111/M

(7) RECEIVE DESCRIPTIONS

.1
P I

(8) RECEIVE DIRECTIONS

(9) RECEIVE EXPLANATIONS
111MIMMIIM.,

(10) RECEIVE OPINIONS

(11) RECEIVE INSTRUCTIONS

(12) RECEIVE ORDERS

mmylm

(13) RECEIVE PROPOSALS

(i4) RECEIVE RECOMMENDATIONS

I worm.

(t5) AM SCOLDED
(1.

IMPOPP pIIIIMMIPPEP

(16) AN SOLD/PERSUADED'

(17) RECEIVE SUGGESTIONS

.11.11 111

(18) RECEIVE REPRIMAND im

>
-o

m m

0197. .1
Z.

0 ;
t

03



Number 8

'AS AN EMPLOYEE WHILE COMMUNICATING

-WITH CUSTOMERS"

(1)

(2)

Receive:

RECEIVE ADVICE

AM ASKED QUESTIONS.

(1) (2) (3)

(3) RECEIVE ASSURANCE

(4) RECEIVE APPRECIATION

(5) RECEIVE COMPLIMENT

(6) RECEIVE CORRECTIONS

,=1M,wa.Y.,1=1W IMIIMEM

(7) RECEIVE DESCRIPTIONS 11.=

(8) RECEIVE DIRECTIONS

(9) RECEIVE EXPLANATIONS

(10) RECEIVE, OPINIONS

(11) RECEIVE INSTRUCTIONS

(12) RECEIVE ORDERS
il+.1nwlw

(13) RECEIVE PROPOSALS

(14), RECEIVE REC0MMENDATIONS

(15) SCOLDED,AM
.11.111=4 =0/41=I.

(1.6) AM SOLD/PERSUADED

(17) RECEIVE SUGGESTIONS

1=111,

(18), RECEIVE REPRIMND
....mwmi

,
=.1..101.1111.



A
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Number 9

"SUPERVISOR SENO"

(T)

TOP MANAGEMENT

(S)

.SUPERVISORS

(E)

EMPLOYEES

(C)

CUSTOMERS

I SENfREPORTS

I SEND BULLETINS
.

I SEND 4,EMOS

0--

I SEND NOTES

,

.

,

.

I SENO iK ORDERS
,

I SEND FORMS'

,

I SEND CHARTS', GRAPHS

I GIVE DEMONSTRATIONS

I TALK ON TELEPHONE.

I CALL ON RADIO

I TALK FACE'-TO-FACE

WITH ONE PEION

H

,

,

.

I TALK TO A GROUP (2-5) '

0

300



Number 10

"AS A SUPERVISOR WHILE COMMUNICATING.

WITH TOP MANAGEMENT"

Send.

(1)
GIVE ADVICE (1) (2) (3)

'(2)
.ASK QUESTIONS

(3)
GIVE;ASSURANCE

.(4) POW APPRECIATION

(5)
GIVE COMPLIMENT

(6) CORRECT
..ww.nmami

(7)
GIVE DESCRIPTIONS

(8)
GIVE DIRECTIONS

(9) GIVE EXPLANATIONS

(10) 'GIVE OPINION

(II) GIVE INSTgUCTIONS

(12) GIVE ORDERS

(13)
GIVE PROPOSALS

mImg./Mt.. ...

(14) 31VE RECOMMENDATIONS

(15)
SCOLD

41.1.1,111MINM.

(16) SELL/PERSUADE

(17)
GIVE.SUGGESTIONS

amMoMMIM

(18), DIVE REPRIMAND

w,,e/./1/



Number II

Send:

GIVE ADVIGE

ASK QUESTIONS

GIVE ASSURANCE

SHOW APPRECIATION

GIVE COMPLIMENT

CORRECT

GIVE DESCRIPTIONS

GIVE OIRECTIONS

GIVE EXPLANATIONS

GIVE OPINIONA,

16
GIVE INSTRUCTIONS

GIVE ORDERS

GIVE PROPOSALS

GIVE RECOMMENOATIONS

SCOLD

SELL/PERSUADE

GIVE SCIGGESTIONS.

GIVE REPRIMAND,

"AS A SUPERVISOR WHILE COMMUNICATI G.

WITMUPERVISORS"

(1) (2) (3)

,1=1.

t;

r



A

umber 12 ,

"AS A SUPERVISbCWHILE COMMUNICATING

WITH EMPLOYEES"

'
Send:

'

(1)
GIVE ADVICE " ' (I)

(2) ASK. QUES,TIONS'

(3) GIVE ASURANCE

(4) SHOORPRECIATION.

1

(5) GIVE COMPLI'MENT ,

(6) CORRECT

(7) GIVE DESCRIPTIONS,

(8) GIVE DIRECTIONS

(9) G1VE'EXpLANATION,Sd

(1o) GIVE OPINION

(31)., GIVE' INSTRUCTIONS
.

(12) GI,VE ORDERS

.(13) GIVE PRO,POSALS

(14) GIVERECOMMENDATIONS

(15) SCOLD .

(16) SELL/PERSUADE

(17) GIVE SUGGESTIONS.

(18) GIVE REPRIMAND

cr"

11.1.

.1..1111,

,I

0



Number 13

Send:

°AS AiSOERVIdSOR WHYLE COMMUNICAtING

WITH CATOMERS",,

I.
GIVE ADVICE

) (2). (3)

ASKAQUESTION$
.

GIVE ASSURANCE

SHOW APPRECIATION

GIVi COMPLIMENT :

1IN

11111111.

CORRECT
...1M=. 4.01111.1..

GIVi DESCRIPTIONS

GIVE.DIRECTIONS, ,

GIVE EXPLANANNS.

GIVE OPINION

GIVE,INS.TRUCTIONS

6VE.ORDERS

GIVE PROPOSALS

GIVE RECOMMENDATIONS

SCOLD ' 4

SELL/PERSUADE

GIVE SUGGESTIONS

GIVE REPRIMAND.

mIkIMO ....nommedo

11.11.

010111.

1..

0.=1.11110

,
1.
.111.11.1MIMENO

opowdalomm



A

8

J
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"SUPERVISOR RECEIVE"

(T)

TOP MANAGEMENT

(s) (E) (C)

SUPERVISORS EMPLOYEES CUSTOMERS

. 1 RECEIVE'REPORTS ,

I RECEIVE:LETTERS

,

_l_RECELVE_BULLETINS

.

I RECEIVE MEMOS

.

I.RECEIVE NOTES

,
.

I RECEIVE WORK ORDERS
-.

I RECEIVE FORMS

I. RECEIVE CHARTS, GRAPHS

_

,

,

I AM GiVEN DEMONSTRATIONS
.

I RECEIVE TELEPHONE CALLS

,

.

I RECEIVE RADIO CALLS
,

1

I LISTEN TO ONE PERSON

FACE-TO-FACE

,

.

"LISTEN TO A GROUP (2-5)



Number 15

AS A SUPERVISOR WHILE COMMUNICATING

WITH TOP MANAGEMENT"

Receive:

.' (1) RECEP/E_ADVICE (1) (2)

(2) AM' ASKED QUESTIONS

, (3) RECEIVE ASSURANCE

(4) '

RECEIVE APPRECIATION

(5) RE,CEIVECONILIMEr------

(6)
RECEIVi CORRECTIONS

(7)
RECEIVE DEFRIPTIONS

(8)
RECEIVE DIRECTIONS

(9)
RECEIVE EXPLANATIONS

(10)
RECEIVE OPINIONS

,(11)
, RECEIVE INSTRUCTIONS ,

(12)
RECEIVE.ORDERS

(13)
RECEIVE PROPOSALS

(14)
RECEIVE RECOMMENDATIONS

1111110111=1/1011

(15)
AM'SCOLDED

(16)
AM SOLD/PERSUADED

(17)
RECEIVE SUGGESTIONS

(18)
RECEIVE REPRIMAND

..avannurn4,'`''

,

=NIMIIIM 11.

11111 1111MMIP/
,tr

...,," .14 'Y

4

.11.1.



Number 16

"AS A SUPERVISOR WHILE COMMUNICATING

WITH SUPERVISORS"

Jai A

Receive:

RECEIVE ADVICE

ALASKED-QUESTIONS-

RECEIVE ASSURANCE

RECEIVE APPRECIATION

RECEIVE COMPLIMENT

,RECEIVE CORRECTION

RECEIVE DESCRIPTIONS

RECEIVE DIRECTIONS

RECEIVE EXPLANATIONS'

RECEIVE OPINIONS

RECEIVE INSTRUCTIONS

RECEIVE ORDERS

RECEIVE PROPOSALS

RECEIVE.RECOMMENDATONS

AM SCOLDED

AM SOLD/PERSUADED

RECEIVE SUGGESTIONS

RECEIVE REPRIMAND

(1) (2) (3)

.14,M, MOIMIN.1111..

.0111 01.0Mma.

mMEM.1.1

....1=.

.=11110



Number 17

"AS A SUPERVISOR WHILE COMMUNICATING

WITH EMPLOYEES"

(1)

(2)

(4)

'(5)

(6)

(7)

(8)

(9)

'(i0)

'(11)

(12)

(13) ,

(14)

(15)

(16)

(17)

(18)

Receive:

RECEIVE ADVICE

AMASKED.QUESTIONS

RECEIVE ASS.URANCE

RECEIVE.APPRECIAT1ON_

RECEIVE COMpLIMENT

RECEIVE CORRECTION

RECEIVE DESCRIPTION

RECEIVE .DIRECTIONS

RECEIVE EXPLANATION

RECEIVE ,OPINIONS

RECEIVE INSTRUCTIONS

RECEIVE ORDERS

RECEIVE PROPOSALS

RECEIVE RECOMMENDATIONS

AM SCOLDEO,,,,..

AM SOLO/PERSUADED

RECEIVE SUGGESTIONS

RECEIVE REPRIMAND

(1) (2)

=111.

IMIMMDMWWWN

(3)

1161....

AWIMMIN.M.

I.



3

Number 18.,

Receive:

(1) RECEIVE ,ADVICE

(2) AM ASXED QUESTIONS

(3), RECOVE ASSURANCE

M, RECEIVE APPRECIATION

(5) RECEIVE COMPLIMENT'

(6).,

(7)

(8)

(9)

(10)

(11)

(12)

(13)

,(14)

(15)

(16)

(17)

(18)

"AS,A SUPERVISOR WHILE COMMUNICATING

WITH CUSTOMERS"

RECEIVE CORRECTION

RECEIVE DESCRIPTIONS

,RECEIVE DIRECTIONS

RECEIVE EXPLANATIONS

RECEIVE OPINIONS

RECEIVE INSTRUCTIONS

RECEIVE ORDERS

RECEIVE PROPOSALS

RECEIVE RECOMMEOATIONS

AM SCOLDED

AM SOLD/PERSOADED

RECEIVE SUGGESTIONS

RECEIVE REPRIMAND

(1), (2) (3)

141.....11 114=14M.

1.1.4/414.d

AI ,,,,,41111, M.., 0, .1.1 .4 /44 Eq..:



SUMMARY

APPENDIX E

PAGE 1 OF 3

You'have now compleed our Occupational Communications Skills Analysis.
Please summarize your beliefs about communications on your job answering
the following questions.

Which three ways of communication do you use most freqUently?
fl

Which three ways of communicating are most effective for you?

Which three ways,of.communicating need to be better taught to employees prior

to their employment?

a

Which three ways of' communicating need-to be better taught to supervisors

prior to their employment as supervisors?

We would appreciate your comments about our Occupational Communications

Skills Analysis



COMMUNICATIONS SKILLS ANALYSIS

Group Name"

Firm NaMe

-Address .

Phone

APPENDIX E

PAGE 2 OF 3

,Position With Firm

No. Of Yrs. In Current Position

No. Of Yrs. With\This Firm

How M,kny Employeeg In Firm

No. Of Yrs. With Tliis Type Of Firm

Years Of Schooling

.:How Many-Supervisors In Firm How Many-Employees Do You Supervise

Whi,ch th4-ee ways of communication do you Use most frequently?

Which three.ways of communicati g,are most effective for you?

:,

'

Willich three wayd of communicatidg nebds to be better taught to employees prior to

their.emplOYment?
,

;-

--Which,three,-ways'orcommunicating need to-be-better taught to supervisors-prior-to----
'

their employment as supervisors?

We would appreciate your coinments aboUt our Occupational Skillg Analysis'

312
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' Number 19

e6"- Oa 445

A

313

(F) (E) (E) (s)

"MINI-QUESTIONNAIRE"

USED.MOST

!REM
MOST EFITECTIVE SHOULD BE BETTER

TAUGHT TO EMPLOYEES

SHOULDIE BETTER

TAUGHT TO SUPERVISORS.'FOR YOU

REPORTS /1
LETTERS .

,

BULL:ETU?"
...

.

MEMOS ,

NOTES
, e ,

WORK ORDERS

FORMS
.

,CHARTS/GRAPHS :

,

DEMONSTRATION

TELEPHONE
.

RADIO/INTERCOM
.

. , .

ONE TO ONE

.

,

_
,

GROUP (2-5) .

!

,


